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LOT MO PAU

1. Tinh cdp thiét

Thi truong hién nay 12 mot thi trudng toan cau, cac doanh nghiép Viét Nam
khong chi chiu sy canh tranh gay gét trén quy md quédc t& ma con dién ra manh mé tai
thi trudng trong nudce noi ma co rat nhiéu ngudi ban voi mot lugng khach hang han ché.
Su canh tranh tir cic doanh nghiép nudc ngoai voi ngudn tai chinh, cdng nghé quan 1y
tién tién clng voi nhitng thay doi lién tuc trong nhu cau, thoi quen cia ngudi tiéu dung
d4 va dang dit ra nhiéu thach thirc cho cic doanh nghiép Viét Nam trong viéc giit viing
va phat tién thi trudng. Diéu nay doi hoi cac doanh nghiép Viét Nam can phai d6i moi
cong nghé, ning cao trinh d6 quan 1y, d6i méi cac phuwong thic ban hang truyén théng
va tiép can cac phuong thic ban hang tién tién va hiéu qua hon.

Hién nay rat nhiéu doanh nghiép Viét Nam d4 va dang co nhing chién lugc
nham nang cao hiéu qua ban hang thdng qua hoat dong quan tri ban hang song hiéu qua
chua cao. Do d6 dé thanh cong trong hoat dong ban hang cac doanh nghiép Viét Nam
can xay dung mot hé théng quan tri ban hang véi nhitng muc tiéu, chinh séch va céch
thirc ban hang hiéu qua phi hop véi ning luc ciing nhu ngudn lyc ciia minh. Trong Xu
thé hoi nhap va canh tranh hoat dong quan tri ban hang dang dugc quan tam dic biét 1a
viéc Viét Nam gia nhap WTO va mo cua thi truong ban 1€. Trén day l1a nhirng nguyén
nhan chinh cho thay sy cp thiét vé viéc hoan thién va nang cao hiéu qua hoat dong
quan trj ban hang tai cac doanh nghiép Viét Nam va ciing 1a noi dung dugc noi dén

trong bai luan van nay.

2. Muc tiéu nghién ciru
Muc tiéu nghién ctru ciia dé tai nay nham tim hiéu, phén tich quy trinh thuc hién
viéc quan tri ban hang trong cong ty, dong thoi khao sat, phan tich nhiing y kién, danh
gi4 ciia khach hang va nhan vién ban hang vé hoat dong quan tri ban hang cua cong ty.
Trén co s& d6 dua ra nhitng nhan xét danh gia vé hiéu qua hoat dong ban hang tai cong
ty ciing nhu dua ra nhimng kién nghi, giai phap nham hoan thién va nang cao hiéu qua

hoat dong quan tri ban hang tai cong ty M.K.

3. Doi twong nghién ciru
Déi twong chinh dugce nghién ciru trong dé tai bao gom cac dbi twong sau:

Thir nhét: hé thdng, quy trinh quan tri ban hang trong cong ty nham tim hiéu,
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phan tich va danh gia hiéu qua hoat dong ctia hé théng va quy trinh do.

Thi hai: Nhan vién ban hang cua coéng ty nham tim hiéu cach thirc thuc hién va
trién khai quy trinh ban hang ciing nhu mutc do hai long vé cong tac quan tri ban hang
cua cbng ty.

Thir ba: Nghién ctru khach hang cia cong ty nham thu thap théng tin, ¥ kién

phan 4nh vé cac hoat dong ban hang cua cong ty.

4. Pham vi nghién ciru
Pham vi nghién ctru chu yéu trong ndi bd cong ty ma dbi tuong chinh 13 bo phan
ban hang trong cong ty va ddi twong khach hang cua cong ty. Bén canh d¢6 pham
vi nghién ctru cling duge md rong Mot phan véi viee nghién ciru mot sd yéu to moi

truong hoat dong bén ngoai cua cong ty.

5. Phwong phap nghién ciru
Dé tai dugc nghién ctu dya trén cac phuong phap gom: Phuong phép tiép can
thuc t& hién truong, Phuong phap thdng k&, Phuwong phap khao sat va diéu tra hién
truong. Ngoai ra bai viét con ding mot sé6 phuong phap nhu: phuong phap phan tich
tong hop sd liéu, phuong phap logic bién ching, phuong phap dung bang, so do nham

danh gié thuc trang vén dé.
6. Bd cuc dé tai
Bé cuc cua dé tai bao gom 3 chuong:
Chuwong 1: Co s6 1y ludn vé quan tri ban hang
Chuwong 2:Thuc trang vé hoat dong quan tri ban hang tai cong ty TNHH
Thwong Mai M.K trong thoi gian qua

Chuong 3: Giai phap niang cao hiéu qua hoat djyng quan tri ban hang cho cong

ty TNHH Thuwong Mai M.K tai Tp.HCM
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CHU'ONG 1: CO' SO’ LY LUAN VE QUAN TRI BAN HANG

1.1. Cdac khai niém co’ ban

1.1.1. Khai quat vé hoat dong ban hang
1.1.1.1. Khéi niém vé ban hang

Theo James.M.Comer thi “Ban hang la mdt hoat dong mang tinh ca nhan trong
d6 ngudi ban tim hiéu, kham pha, goi tao va dap tmg nhimg nhu cau hay wéc mudn cia
ngudi mua nham thoa mén quyén loi thoa dang, 1au dai cua hai bén”.

Tir d6, c6 thé hiéu hoat dong ban hang hién dai nhu 13 mot hoat dong giao tiép
ma nguoi ban kham pha nhu cau hodc 1am phét sinh nhu cau cua d6i trong dong thoi
khang dinh kha nang dap ung nhu ciu d6 bang loi ich ciia san pham nham théa man nhu
cau ciia ca khach hang va cong ty.
1.1.1.2. C4c hinh thire ban hang chii yéu

Ngay nay, su phat trién cta khoa hoc k¥ thuat va nhu cta ngdy cang thay doi cua
con nguoi dd dan dén viéc xudt hién nhiéu phuong thirc ban hang méi va hiéu qua. Sau
day 1a mot sb hinh thiic ban hang cha yéu hién nay:

Hinh thize ban lé

Ban I¢ 1a hoat dong ban hang tryc tiép cho ngudi tiéu ding cudi cling nham thoa
man nhu ciu c4 nhan, khong mang tinh thuong mai.

Hinh thizc bdan budn

Ban budn 1 hinh thirc ban hang néi chung, thudng nham théa man nhu cau kinh
doanh hay tim kiém loi nhuan cta khach hang.

Ban hang truc tiép

Ban hang tryuc tiép 1a hoat dong cua nhimg nhan vién ban hang thuc hién nhiing
giao dich truc tiép véi khach hang ¢ thé 1a c& nhan hay t6 chic.

Ban hang theo hop dong

Ban hang theo hop dong 1a hinh thirc ban hang trong d6 cac giao dich mua ban
gita hai bén duoc thyc hién thong qua viéc ky két hop dong.

Ban hang qua dién thoai
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Ban hang qua dién thoai 12 hinh thirc ban hang ma cac giao dich mua ban trao dbi
gitta ngudi ban va mua dugc thuc hién thong qua dién thoai.

Ban hang qua Internet

GVHD: Th.s Tran Phi Hoang 13 SVTH: Nguyén Vii Phuong
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Béan hang qua Internet 1a hinh thirc ban hang qua mang. Théng qua quang céo,
gia, thong tin vé san pham ma khach hang c6 thé dién thoai hoic tryc tiép diang ky mua
hang trén mang.
1.1.1.3. Vai tro caa hoat dgng ban hang

Ban hang la khau cudi cing trong toan bd quy trinh hoat dong san xuat kinh
doanh. Hoat dong ban hang khéng chi cé y nghia véi cac mat hang tiéu dung ma con ca
v6i cac san phim cong nghiép. Vai trd caa hoat dong ban hang dwogc thé hién ¢ nhimng
diém sau:

Ban hang dem lai su théa man cho ca ngudi ban 1an nguoi mua thong qua chic
nang dap ung nhu cau va kich hoat nhu cau.

Bén hang gidp cho hang hoa, tién té luu thong mot cach hidu qua trong nén kinh
té tir d6 kich thich du tu va mé rong san xuét.

Ban hang gilp cho tinh chuyén mdn hda ngay cang cao, nha san xuat c6 thé tach
roi voi viée ban hang. Nho d6 nha san xuét c6 thé tap trung san xuat va nhimg nha ban
hang chuyén nghiép s€ dam nhan viéc tiéu thy.

Nhimng nha ban hang chuyén nghiép s& 1a trung gian trong viéc tim hiéu nhu cau
thi truong, cung cdp nhitng thong tin quan trong cho nha san xuit. Ngoai ra ngudi ban
hang con 1a cau ndi lién két khach hang va nha san xuat.

Nhu vay, nhin chung ban hang l1a mot chudi cac hoat dong mang tinh doc 1ap
nham thiét 1ap cac quan hé va truyén tin vé san pham va dich vu mét cach hiéu qua t6i
khéch hang véi myc tiéu nham théa min nhu cau va loi ich ciia ca ngudi ban va ngudi

mua.

1.1.2. Quan tri ban hang

1.1.2.1. Khéi niém vé quan tri ban hang

Quan tri ban hang la hoat déng quan tri ctia nhirng nguoi thude luc luong ban
hang cta doanh nghiép hoic nhimg ngudi hd tro cho luc lugng ban hang bao gom
nhitng hoat dong chinh nhu lap ké hoach, phan tich, du bao, thuc hién va kiém tra hoat
dong ban hang.

Nhu vay, quan tri ban hang 1a mot tién trinh két hop chit ché tir viéc thiét 1ap
muc tiéu, chién lugc ban hang dén viéc tuyén dung, huén luyén, giam sat va danh gia
két qua cong viéc cta nhan vién béan hang.

1.1.2.2. Muc tiéu cia hoat dong quan tri ban hang

GVHD: Th.s Tran Phi Hoang 14 SVTH: Nguyén Vii Phuong
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Hoat dong cua luc lwong ban hang mang y nghia quan trong giup cho doanh
nghiép tiép can thi truong nham thuyét phuc khach hang mua, s dung va trung thanh
Vv6i san pham. Céc cong ty thanh cong trong linh vuc ban hang déu c6 nhitng muc tiéu
rd rang trong quan tri ban hang va chién lugc dé dat duoc muc tiéu d6. Muc tiéu quan tri
ban hang & timg giai doan, tirng nganh hang 1a khac nhau song chi yéu nhim dén hai
muc tiéu sau:

Muc tiéu vé nhén sy

Muc tiéu ndy lién quan d&én qua trinh tuyén chon nhan sy v6i nhimng tiéu chuan
duoc xay dung rd rang, ki ludng nham x4y dung mot doi ngii ban hang chuyén nghiép,
nang dong, hoan thanh tét nhiém vu ciing nhu kha ning sang tao trong ban hang. Do d6
nhiém vu cta nha quan trj ban hang phai tuyén dung va dao tao mot doi ngii ban hang
hiéu qua, c6 chinh sach khen thuong hop 1y, xdy dung mdi quan hé bén viing v6i nhan
vién. Sy phdi hop nhip nhang va tinh than 1am viéc tap thé v6i ning suat cao sé& dem lai
thanh céng cho bo phan ban hang.

Muc tiéu vé doanh sé, loi nhudn

Muc tiéu tiép theo ma nha quan tri ban hang hudng dén 12 muc tiéu vé doanh sb,
loi nhudn. Muc tiéu vé doanh sd duoc thé hién bang gia tri, doanh sb hay thi phan...
Muc tiéu vé doanh s6 va loi nhuan 1a thude do thyuc té danh gid ning luc va hiéu qua
trong cong tac quan tri ban hang. Pé dat duoc muc tiéu vé doanh sb thi ngay tir nguoi
gidm sat & cap thap nhit ciing phai dén déc nhan vién va cé chién lugc hanh dong cu
thé. Bén canh d6 ngudi quan tri cip cao can ¢ nhiing cach thic kiém soat cho cac cap
dudi. Nhu vay, muc tiéu chung ctia cong ty vé doanh s6 va loi nhuan méi duge phat huy
hiéu qua qua tung thoi ky.
1.1.2.3. Vai tro cia hoat dong quan tri ban hang

Ngay nay, quan tri ban hang tro thanh mot yéu té quan trong tao nén thanh cong
cho cac cong ty ban hang. Vai tro cia hoat dong ban hang dugc thé hién qua mot sb van
dé sau:

Quan tri ban hang gilp bd phan ban hang phdi hop hoat dong véi cac bo phan
khach nhu: marketing, san xuat nham hoan thanh chién lugc tong thé cta ca cong ty.

Thong qua hoat dong quan tri ban hang giup cong ty xay dung cac muc tiéu va

cac chién lugc ban hang hiéu qua.

GVHD: Th.s Tran Phi Hoang 15 SVTH: Nguyén Vii Phuong
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Quan tri ban hang gidp cong ty van hanh va kiém soat hé thong ban hang cua
minh mot cach hiéu qua, huéng ngudn luc vao viéc hoan thanh muc tiéu dé ra.

Quan tri ban hang 1a mot trong nhitng bién phap hitu hiéu khuyén khich nhan
vién sang tao va ning dong trong ban hang thdng qua cac bién phap kiém tra, giam sat
va khen thudng.

Ngoai ra, quan tri ban hang con gép phan xay dung mot luc lugng ban hang hiéu
qua, xay dung mdi quan hé véi khach hang théng qua viéc cham soc khach hang va hoat

dong hiéu qua cua kénh phan phéi.

1.2. Mét s6 khdi niém co’ ban khdc

1.2.1.

1.2.2.

1.2.3.

Khai niém thi trwong

Thi trudng bao gdm tat ca nhitng khach hang tiém ning cting chung mot nhu cu
hay udc mudn niao d6 va mong mudn ciing nhu c6 kha ning tham gia vao giao dich dé
thoa man nhu cau hay wéc mudn do.

Theo quan diém cia nha hoat dong Marketing: thi trudng 1a mot tap hop nhiing
ngudi mua thye té va tiém ning vé mot loai san pham nao do.

Thi truong thyc hién chirc nang trung gian gitra nguoi ban va nguoi mua va chie
nang thong tin. Ngoai ra thi trudng con 12 noi kich thich cac nha san xuat hoan thién san

pham ctia minh ngay cang tét hon.

Khai niém vé san phim

San pham 1a tat ca nhimg gi théa man duoc nhu cau hay mong mudn va duogc
chao ban trén thi truong vai muc dich thu hut sy chu ¥, mua str dung hay tiéu dung. San
pham c6 thé 1a nhimg vt thé, hang hoa hitu hinh hay v hinh.

M®i san pham gom c6 nhitng dic diém va thudc tinh hiru hinh ciing nhu vé hinh.
Tong thé ciia mot san pham 13 sy két hop cua nhiéu yéu t6 nhu: san pham cét 16i, san
phém hién thuc, san phém mo rong. Su két hop céac yéu t6 nhim théa man nhu cau va

wdc mudn ngdy cang cao cua nguoi tiéu ding.

Khai niém nhu ciu va ciu san phim

Nhu ciu hay uédc mudn 12 trang thai can théa méan, can dat duoc trong tam thure.
Céu san pham 1a trang thai can dat dugc, can thoa mén trong tam thirc va sin sang hanh
dong dé dat dugce. Nhu vay nhu cdu hay mong mudn chi dimg lai trong tim thirc cOn cau

san pham phan anh sy sin sang hanh dong dé thoa man do c6 dong lyc va kha ning.
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Theo quan diém Marketing thi nhu cdu bao gdom: Nhu cau duoc phat biéu, nhu
cau khong duogc phat biéu, nhu cau thuc, nhu ciu bi mat.

Qua trinh phan tich nhu cau va cau san pham cua khach hang gidp doanh nghiép
nam bat dugc nhu cau khach hang va tac dong dén nhu cau d6 dan t6i cau san pham va

thoa mén cau san phim d6 bang loi ich san phdm cta doanh nghiép.

1.2.4. Khai niém vé khach hang
Khéch hang 1a ngudi (c6 thé 1a c& nhan, tap thé, to chuc...) thuc hién cac giao
dich mua ban hang héa hay dich vu véi cac co s& san xuat, dich vu, cac cira hang.
Theo quan diém Marketing thi khach hang Ia nhitng ¢4 nhan hay t6 chiic ¢ diéu

kién ra quyét dinh mua sim ma doanh nghiép dang hudng cac nd lyc Marketing vao.

Khéch hang bao gém nhiéu d6i twong va mdi nganh nghé kinh doanh, san phim
s& c6 mot ddi tuong khach hang khac nhau. Tuy nhién khach hang thuong duoc phan
loai thanh hai nhom chinh:

Khéch hang tiéu dung: La nhitng ca nhan mua san pham, dich vu v&i muc dich
thoa mén nhu cau cho ban than hoic gia dinh va mua hang khéng mang tinh chét thuong
mail.

Khéch hang cong nghiép: 1a nhitng t6 chirc mua hang nham phuc vu cho hoat

dong san xuat cua doanh nghiép ciing nhu dé phuc vu cho cac phong ban trong té chirc.

MG&i nhom khach hang ¢ nhu cau va céch thic mua hang khac nhau. Do d6
doanh nghiép can tim hiéu nhu cau, cach thirc mua hang ciing nhu cac yéu té anh hudng
t6i timg nhom khach hang dé nam bat va thoa min nhu cau riéng cia timg dbi tuong

khach hang.
1.3. Co’ s& ndng cao hiéu qua qudn tri ban hang

1.3.1. Chién lworc tong thé cong ty
Chién luoc tong thé phan 4nh nhitng dénh gia cua cong ty vé diéu kién va nhiing
co hoi cta thi truong dé tir 46 dwa ra nhirng chinh sach dap tng thi trudng mot cach hiéu
qua. Chién lugc tong thé s& tao ra hudng phat trién ma cong ty phai di theo trong mdi

truong kinh doanh cu thé, dong thoi hudéng dan cho viéc phan bd cic ngudn luc mot
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cach hop 1y va dua ra cach thirc phdi hop gitta cac bd phan trong mot cong ty dé cung di

dén muc tiéu. Giira chién lugc téng thé va quan tri ban hang c6 mdi twong

quan chat ch&. Dé xay dyung va phat trién hé thdng quan tri ban hang thi cip quan 1y phai
ndm o chién lugc tong thé va cach thic tham gia vao chién lugc chung cia cong ty.
Chién luoc quan tri ban hang 1a mot phan trong toan bé chién luge chung cua toan cong
ty. Do d6 chién lugc tong thé co anh hudng rat 16n toi hiéu qua trong viéc quan tri ban
hang va 1a mot trong nhitng co sé gop phan nang cao hidu qua quan tri ban hang. Mot
chién luge téng thé duoc dua ra mot cach khoa hoc, hop 1y va phdi hop duge todn bo
ngudn luc cong ty dé thuc hién chién lugc sé& 12 tién dé va 1a co sé cho cac chién luoc

cép chirc nang thuc hoan thién trong d6 c6 hoat dong quan tri ban hang.

1.3.2. Phéan tich méi trwong
Hoat dong quan tri ban hang khong thé tach roi gitra con ngudi véi t6 chic,
doanh nghiép v4i moi truong kinh doanh. Nhin chung, khi doanh nghiép hoat dong tai
cac thi truong cu thé, né s& chiu sy tac dong tir cac yéu t6 cia moi trudng nhu chinh
sach phap ly, dan sb, khoa hoc cong nghé. Do vay cac hoat dong quan tri ban hang phai
duoc thiét 1ap va tién hanh theo huéng phil hop va hiéu qua nhat. Moi truong hoat dong
quan tri ban hang duoc mé ta bang hinh sau:

Hinh 1.1: Mdi truong quan tri ban hang (J.M.Comer, Qudn tri ban hang, 2005, trang 10)

Xa hoi MOoi truong bén ngoai Canh tranh

Moi truong ndi bo

Kinh té Quan tri ban hang

. Xay dung
Phat luc lugng
trién ban hang Thuc
Muc tigy™=> quan hién
rn uan tr1
t . Q 9 .
luc lugng
— | ban hang

Phap ly Chinh tri

Nhin vao so do ta thiy hoat dong quan trj ban hang chiu sy tic dong bai moi

truong bén ngoai va bén trong. Yéu t6 bén ngoai bao gom cac yéu td nhu chinh tri, luat
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phép, kinh té, van hoa, tinh hinh canh tranh. Viéc thay ddi trong chinh sach phap luat

diéu chinh hoat dong kinh doanh va nganh hang s& 1am cho doanh nghiép ciing phai

thay doi theo va tir d6 tac dong dén chinh sach quén tri ban hang. Yéu t5 bén trong bao
gom cac phong ban trong cong ty va mdi quan hé ngay trong ndi bé doanh nghiép ma cu
thé & day 1a bo phan ban hang. Su phdi hop nhip nhang gitra cac phong nhu phong nhan
su, phong ké toan, bd phan san xuat... voi phong ban hang s& lam ting kha ning cung
tmg hang hoa dich vu ctia doanh nghiép va c6 anh huéng manh m& dén viéc hoach dinh
chinh sach ban hang. Do dé viéc phan tich méi truong s& gop phan quan trong trong
viéc xay dung chinh sach ban hang, xay dung va quan 1y luc lugng ban hang va ciing 1a

mot trong nhiing co s& cho viéc nang cao hi¢u qua hoat dong quan tri ban hang.

1.3.3. Ky thuat phan tich ma tran SWOT

Ma tran SWOT 12 mot ma tran tong hop cac co hoi va de doa tir bén ngoai, diém
manh va diém yéu ctia cong ty nham xay dung cac phuong an chién luoc hanh dong.
Phuong phap phan tich SWOT duya trén viéc danh gia mot cach chu quan cac dir li¢u
duoc sip xép theo dinh dang SWOT dudi mot trat ty logic dé hiéu, dé trinh bay va dé
dua ra cac quyét dinh. M6 hinh phan tich SWOT la mot cong cu rat hitu dung cho viéc
nam bt va ra quyét dinh trong moi tinh hudng d6i voi bt cir t chiic nao.

M6 hinh phén tich SWOT thich hop cho viéc danh gia hién trang cia cong ty
thdng qua viéc phan tich tinh hinh bén trong (Strengths, Weakness) va bén ngoai
(Opportunities, Threats) cong ty. Xay dung ma tran SWOT va céc chién lugc hanh
dong dugc mo ta theo bang sau:

Béang 1.1. Bang phan tich ma tran SWOT

Moi truong bén ngoai O: Nhirng co hi

Liét ké nhitng co hoi

T: Nhirng nguy co
Liét ké nhitng nguy co

Moi truong bén trong

S: Nhirng diém manh
Liét ké nhitng di€ém manh

Céac chién luge - SO
Phat huy diém manh dé tan
dung co hoi

Céac chien luge - ST
Phét huy diém manh dé
han ché nguy co

W: Nhirng diém yéu
Liét ké nhitng diém yeu

Cac chién luwge - WO
Téan dung co p(f)i d§ khac
phuc diém yéu

Cac chién luwge - WT
Khac phyc diém yeéu va
han ché nguy co

Nguon: Lé Pang Lang, Kj ndng va qudn tri ban hang
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Viéc xay dung ma tran SWOT khong chi giup cong ty nhan ra nhirng tac dong
anh huoéng c6 1oi 1a cac co hoi va anh hudng bét loi 1a nguy co tir moi truong bén ngoai
ddng thoi gitip cong ty nhan ra nhitng diém manh va diém yéu ciia minh. Trén co s¢ do
hinh thanh cac chién lugc hanh dong nhim phat huy diém manh, tan dung co hdi, khéc
phuc diém yéu va han ché nguy co. Trong hoat dong quan tri ban hang thi viéc ap dung
ma tran SWOT s& gop phan quan trong vao viéc xay dung cac chién luoc nhim khai
thac nhimg co hoi thi trudng, han ché ap luc canh tranh tir d6i thu, hoan thién cac quy

trinh béan hang ciing nhu nang cao kha nang dap (mg nhu cau khach hang.

1.3.4. Mot s6 k§ nang quan tri ban hang hiéu qua
Dé nang cao hiéu qua quan tri ban hang thi bén canh chién luoc tong thé cong ty,
phan tich méi truong thi can phai c6 nhitng k¥ ning trong viéc quan tri ban hang mot
cach hiéu qua. Mot s6 ky ning can thiét gop phan nang cao hiéu qua quén tri ban hang
la:
Ky nang hoach dinh
Hoach dinh 14 mot k§ nang quan trong trong hoat dong quan tri ban hang. Hoach
dinh gitip cho nha quan tri vach ra nhimng ké hoach va chuong trinh hanh dong ciing nhu
biét duoc thoi diém bat dau, thoi diém két thuc mot cach hidu qua. Bén canh dé hoach
dinh con gitp cho nha quan tri xdy dung cac chién lugc hanh dong cling nhu nam bat
duoc toan b quy trinh nham thuc hién muyc tiéu ban hang dé ra.
Ky nang quan ly dia ban
Trong kinh doanh ma dic biét 1a trong khau té chirc ban hang thi viéc xac dinh
dia ban va quan 1y dia ban 1a nhiém vu quan trong anh huéng téi doanh sé ban hang
cling nhu vi¢c khai thac tdi da tiém nang cua mdi khu vuc. Hoat dong quan tri ban hang
bao ham trong d6 13 quan trj ting khu vuc dia ban. Mdi khu vuc dia ban bao gom:
khéch hang 12 ngudn tao ra doanh sé va di thi 1a ngudi canh tranh véi cong ty. Viéc
quéan 1y dia ban hiéu qua s& gop phan quan trong trong viéc quan 1y khach hang tuc 1a
quan 1y ngudn doanh thu cta cong ty dong thoi giam sat nhimg dbi thi nham cé nhimg
chinh sach dé phong va tng pho Kip thoi trude sy canh tranh dén tir ddi thu.
Ky nang [anh dao va dong vién
Bén canh k¥ nang quan tri thi k¥ ning 14nh dao ciing gép phan quan trong trong

viéc quan 1y hiéu qua t6 chire ban hang. Néu nhu cac k¥ ning quan tri thién vé cac
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nguyén tic, hanh dong, két qua va thuc hién theo nhitng ké hoach dé ra con lanh dao 1a
quan hé véi con ngudi va thich tng véi su thay doi. Hai ki nang nay khdng xung khic
ma n6 hd trg bd sung cho nhau giup van hanh mot 6 chirc ban hang hoat dong mot cach

hiéu qua vira theo quy trinh vira thay d6i dé thich tng.

1.4. Cdc nhdn té anh hwéng té'i hoat dong quan tri ban hang

1.4.1.

1.4.2.

Anh hwéng tir méi trrdrng vi mé

Sy anh hudng tir méi trudng vi mé gom céac yéu td: méi truong kinh té, xa hoi,
chinh tri, luat phap, dan sd, khoa hoc cong nghé. Anh huéng tir méi trudng vi md mang
tinh gian tiép song lai rat quan trong khong chi anh hudng t&i hoat dong quan tri ban
hang ciia cong ty ma con anh hudng téi todn bo cong ty. Moi truong kinh té thuan loi s&
thuc day hoat dong san xuat kinh doanh va viéc ban hang s& thuan loi nguoc lai khi moi
truong kinh té kho khin dic biét 12 khing hoang kinh té s& anh hudong khong nho téi
viéc t8u thu san pham va doi hoi nhitng nd lyc 16n trong hoat dong ban hang. Anh
hudng tir moéi trudng luat phap cé thé 1am ting hodc giam muc do canh tranh hay su
phat trién khoa hoc cong nghé kéo theo nhing hinh thirc ban hang méi ra doi budc cac
cong ty phai co nhitng thay d6i 1on trong quan tri ban hang néu khong mudn tré nén lac
hau va kém canh trang so v&i ddi thi.

Hién nay nudc ta dang trong qua trinh hoi nhap kéo theo d6 1a nhimg thay doi
I6n vé moi truong kinh té, luat phap, khoa hoc ky thuat. Nhimg thay doi dé s& anh
huong 16n t6i cac doanh nghiép cling nhu trong hoat dong ban hang. Viéc theo ddi phan
tich anh huong tir moéi truong vi md khéng chi gitip cac doanh nghiép thich Gng véi

nhiing thay d6i ma con nhan ra nhiéu co hdi phat trién va mo rong kinh doanh.

Anh hwéng tir méi tredrng vi mé

Néu méi truong vi md anh hudng gian tiép toi hoat dong quan tri ban hang thi
moi truong vi mo lai anh hudng tryc tiép, lién tuc va thudng xuyén doi hoi cong ty ludn
cha dong d6i pho. Nhitng yéu t6 tir méi trudng vi mo anh hudng rd nét nhat 1a céc yéu
t6:

Sy canh tranh gay git tir cach ddi thu canh tranh dic biét 1a trong hoat dong ban
hang. Cac ddi thi canh tranh ludn xay dung hitng chién lugc ban hang méi nham mo
rong thi truong tham chi 1a 16i kéo khach hang ciia cong ty. Diéu ndy anh hudng rat 16n

va de doa tdi thi truong va khach hang cta cong ty.
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Ngay nay strc manh cua khach hang ngay cang ting day 1a mot diéu dé thay khi
ma thi truong dang canh tranh khdc liét voi nhiéu nguoi ban va thi trudng han ché. Diéu
nay s& anh hudng téi hoat dong san xuat kinh doanh ctia mdi cong ty dic biét 1a trong
viéc quan tri ban hang. Nha quan tri s& phai nd luc nhiéu hon nhim théa man yéu cau
khéch hang ciing nhu dam bao loi ich ciia cong ty dong thoi phai ting kha ning canh
tranh voi ddi thu.

Day 1a nhitng yéu t6 anh hudng rd nét nhat t6i hoat dong ban hang cua cong ty.
Bén canh d6 con mot sb yéu td ciing anh huong khdng nhé nhu: anh hudng tir sitc manh
nha cung cap 1am cho gia san pham tré nén cao hon, nhitng ddi thu canh tranh tiém an
san sang canh tranh voi ngudn luc va cong nghé duoc chuan bi tt. ..

Sy anh huong truc tiép tir moi trudng vi md doi hoi cong ty khong ngimg doi
méi va hoan thién trong hoat dong ban hang, theo sét thi trudng va chu dong dbi pho

nham bao vé thi truong va phat trién 1au dai.

1.4.3. Anh hwéng tir méi trwedrng nodi bo

MBoi trudng ndi bd doanh nghiép ciing 1& mot yéu té anh huong khong nho t6i
hiéu qua hoat dong quan tri ban hang. Tinh hinh tai chinh khong 6n dinh s& anh huong
t6i ngan sach ban hang, qua trinh trién khai ban hang ciing nhu cac chuong trinh hd trg
ban hang. Su phédi hop chit ché giita cac phong tao diéu kién thuan lgi cho sy hoat dong
ban hang nhu: tinh hinh tai chinh 6n dinh, phong san xuét luén hoan thanh nhiém vy vé
thoi gian va chat lugng san pham thi s& han ché nhiing kh6 khan do khiéu nai cho b
phan ban hang. Nguoc lai tinh hinh tai chinh khéng 6n dinh, sy phdi hop hoat dong gitta
cac phong khong hiéu qua sé anh huong khong tt cho hoat dong ban hang ciing nhu
anh huong tdi toan cong ty.

T6m lai viéc nghién ciru méi truong hoat dong ciing nhu cic nhan t6 anh hudng
tir moi truong toi hoat dong ban hang sé giup cong ty chi dong ddi phd vai nhiing khé
khan thach thie cling nhu tdn dung cac co hdi thi truong nham déy manh hoat dong San
xuat kinh doanh, niang cao kha ning canh tranh ciing nhu han ché nhiing tac dong anh

huéng bt loi tir mdi truong.

1.5. Quy trinh thwc hién qudn tri ban hang
Quan tri ban hang 14 mot qua trinh phic tap véi nhiéu cdng viéc va cach thuc

hién khac nhau. Viéc xay dung mdt quy trinh quan tri ban hang hoan thién s€ 1a mot
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nhan t6 quan trong tao diéu kién thuén loi khi trién khai céc ké hoach ban hang. Quy

trinh quan tri ban hang c6 thé dugc mo ta bang so d6 sau:

Xay dung muc Hoach dinh chién Xay dung ciu tric to
tiéu ban hang lugce ban hang chtrc luc lugng ban hang
ﬂ A
Giam sat, danh gia Phan bd chi tiéu, Tuyén dung va dao tao
hiéu quabanhang | | trién khaibanhang | | nhan vién ban hang

So dd 1.1: Quy trinh quan tri ban hang (Lé Dang Lang, Kj ndng va quan tri ban hang)

1.5.1. Xay dwng muc tiéu ban hang
Xay dyng muc tiéu ban hang 1a mot trong nhitng cong viéc dau tién va quan
trong nhat trong hoat ddng quan tri ban hang. Xay dung muc tiéu ban hang thuong xoay
quanh ba muc tiéu chinh sau:
Muc tiéu vé doanh sé - san luong
Muc tiéu vé thi phan
Muc tiéu vé loi nhuan
Bén canh d6 ngudi ta con xay dung cac muc tiéu tong hop nhu: myc tiéu doanh
s6 va loi nhuén, muc tiéu thi phan va san luong. Viéc xay dung muc tiéu ban hang phai

rd rang, phi hop véi tinh hinh thyc t& va dic biét myc tiéu phai mang tinh kha thi.

1.5.2. Hoach dinh chién lwg'c ban hang
Viéc hoach dinh chién lugc ban hang sé& giup cong ty hoan thanh muc dich, muc
tiéu da dat ra mot cach hidu qua nhat thong qua viée str dung hop 1y ngudn luc, phdi hop
su tham gia ctia moi nguoi va tao su khac biét so voi ddi thu. Mot sd chién luge ban
hang phd bién 1a:
Chién Iuoc ban hang ca nhan
Chién luoc ban hang theo nhom
Chién lugc ban hang tu vin
Chién lugc gia tang gia tri
Bén canh d6 cac nha quan tri coOn sir dung mot sé chién luge khac nhu: chién
lugc ban hang thuong thao, ban hang lién két...Viéc hoach dinh chién luoc ban hang
con tuy thudc vao trinh do, nang luc cua luc Iwgng ban hang va ngan sach danh cho

chién Iuoc ban hang.



[DE CUONG CHUONG TRINH DA HOC]

1.5.3.

1.5.4.

1.5.5.

Xay dwng ciu tric to chirc lwc lwong ban hang
Co céu t6 chtrc luc lugng ban hang 1a sy phan b, sip xép nhan sy ban hang mot
cach hop 1y can cir vao kha ning, kinh nghiém, tinh cich nhan vién nham thuc hién
chién lugc ban hang mot cach hiéu qua mang lai 1¢i ich cho doanh nghiép. Mot $6 dang
co ciu t6 chirc ban hang thuong ding 1a:
Co ciu td chirc ban hang theo khach hang
Co ciu t6 chuc theo dia ban
Co ciu td chirc ban hang theo san pham
Co ciu to chirc ban hang hdn hop
Trong thyc té kinh doanh, tly thudc vao loai hinh kinh doanh, dia ban hoat dong
cu thé ma nha quan tri lya chon co ciu to chirc phi hop, ¢6 thé phéi hop nhiéu co ciu to

chirc hoic khong theo mot khuan mau nao.

Tuyén dung va dao tao nhin vién ban hang

Tuyén dung va dao tao nam trong muc tiéu vé nhan su trong quan trj ban hang.
Muc tiéu la xay dung mét doi ngli ban hang chuyén nghiép, hiéu qua va khdng ngiung
dao tao nham nang cao ning lyc ddi ngii nhan vién va thich tng véi sy thay ddi cua thi
truong. Do d6 nha quan tri phai xay dung mot quy trinh tuyén dung nhan vién sao cho
c6 thé tim dugc nhitng nhan vién ¢d kha ning va 1én chuong trinh dao tao c6 trong tim

va phu hgp vai tinh hinh mai.

Phan bo chi tiéu va trién khai ké hoach ban hang
Pay chinh 14 phan trién khai toan bd nhitng muc tiéu, chién luoc thong qua luc
luoc ban hang huéng vao thi truong. Dé trién khai mot ké hoach ban hang thanh cong
can phai 1am mot sb cong viée sau:
Phan bo chi tiéu ban hang nhu: doanh sd, thi phan, san lwong hop 1y
Xay dung chién lugce kénh phan phéi hiéu qua
T4 chirc ban hang qua kénh phan phoi
Dong vién tinh thanh nhén vién
Dé trién khai ké hoach ban hang thanh cong thi khdng chi 1am theo nhiing gi d4
dugc xay dung, hoach dinh tir trudc ma phai luon thich Gmg vai thi truong. Trong thuc
té c6 rat nhiéu tac nhan anh hudng toi két qua ma doanh nghiép khong biét trude dugc.

Do @6 mot mat doanh nghi¢p phai thyc hién theo nhirng chién luoc muc tiéu dé ra
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1.5.6.

1.5.7.

nhung ciing c6 nhing thay doi kip thoi phil hop véi timg hodn canh. Cé nhu vay viée

trién khai ké hoach ban hang méi dem lai hiéu qua cao nhét.

Giam sat danh gia hiéu qua ban hang

Giam sat va danh gia hiéu qua ban hang la mét trong nhitng nhiém vu chinh cua
nha quan trj ban hang. Viéc giam sat va danh gia nham danh gia mac d6 hai long caa
khach hang, dong thdi danh gia mac do thanh cdng trong cdng tac ban hang. Bén canh
d6 viéc giam sat con nham phat hién ra nhimg tinh hudng bat loi, cac tinh hudng chua
phU hop nham kip thoi khic phuc. Giam sat va danh gia hiéu qua ban hang thudng duoc
thuc hién théng qua cac biéu miu, cac bao céo tir nhan vién trén co sé phén tich doanh
thu, mac d6 hai 1ong cia khach hang, thi phan. Tém lai muc dich chinh cua cong tac

giam sét va danh gia chinh 1 danh gia két qua ban hang so voi muc tiéu dé ra.

Cham sdoc khach hang

Ngay nay chiam soc khach hang khong chi 1a thé hién su quan tdm, trach nhiém,
xay dyung méi quan hé 1au dai voi khach hang ma cham soc khach hang con 1a mot cong
cu lam tang kha nang canh tranh cho doanh nghiép. Do d6 viéc cham soc khach hang
can phai thuc hién nghiém tlc va ¢ ké hoach. Pé lam duogc diéu ndy nha quan tri béan
hang can xay dyung cac chinh sach, chuong trinh chim séc khach hang va do ludng su
thoa man man khach hang dé cé nhiing diéu chinh phd hgp. Doanh nghiép can khong
ngimg hoan thién chuong trinh cham séc khach hang, dong thoi khong ngimg d6i méi
dé tao sy khac biét va tét hon so véi dbi thu. Piéu ndy s& 12 mot yéu td quan trong ning
cao kha nang canh tranh va thu hat khach hang.

T6m lai mot quy trinh quan tri ban hang hiéu qua khong chi 1a thuc hién day du
cac ndi dung ma con phai lién tuc hoan thién va thuc hién mot cach t6t nhat . Dé mang
lai hiéu qua trong hoat dong quan tri ban hang mdi doanh nghiép can xay dyng nhimng
muc tiéu, cac chién luge dé hoan thanh muc tiéu d6 mot cach hiéu qua nham dat duoc
hai muc tiéu quan trong do 1a muc tiéu con nguoi va muc tiéu loi nhuan qua dé thoa

man nhu cau cta khach hang va cong ty.
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CHU'ONG 2: THU'C TRANG VE HOAT PONG QUAN TRI BAN HANG
TAI CONG TY TNHH THUO'NG MAI M.K TRONG THO'I GIAN QUA

2.1. Gio'i thiéu khdi quadt vé cong ty

2.1.1. Tim hiéu chung
Tén cong ty: Cong ty TNHH Thuong Mai M.K
Tén giao dich: MK BUSINESS CO.,LDT
Tén viét tat: M.K CO.,LDT
Dia chi tru s¢ chinh (theo gidy dang ky kinh doanh): 215B/12 Phan Pang Luu,
Phuong 1, Quan Pha Nhuan, Tp.HCM.
Dia chi hién tai: 1/25 Poan Thi Piém, P.1, Quan Pha Nhuan, Tp.HCM.
Vin phong giao dich: 61/4 Puong S6 20, P.6, Quan Go Vép, Tp.HCM.
S dién thoai: 39846446 — 39846447 — 22165217 — 22165218. Fax: 39846449
Email: mkbusiness@hcm.vnn.vn
Loai hinh cdng ty: Cong ty TNHH c6 hai thanh vién tr¢ 1én.
Vén diéu 1&: 6.980.000.000 d (Sau ty chin trim tam muoi tridu dong).
(Trong d6: Hién kim: 5.780.000.000 d; Hién vat: 1.200.000.000 d).
Nha may san xuét: T6 10, ap 3, x4 Phl An, huyén Bén Cat, Binh Duong.

2.1.2. Qua trinh hinh thanh va phat trién

2.1.2.1. Quyét dinh thanh lap

Nudc ta dang trong qua trinh cdng nghiép hoa — hién dai hoa voi sy phat trién
manh mé& cta cac nganh cong nghiép hién dai. Sy phét trién ciia nhitng nganh céng
nghiép chinh kéo theo d6 1a su phat trién ctia cac nganh céng nghiép phu trg nham phuc
vu cho cac nganh c6ng nghiép chinh va thay thé hang nhap khau. Mic du nganh cong
nghiép phu tro nudc ta con yéu kém song linh vuc san xuat bao bi, nhdn méc, in 4n va
quang c4o lai phat trién nhanh va mét trong nhitng nguyén li¢u chinh trong linh vuc san
xuat bao bi, nhdn mac, in 4n va quang céo 1a gidy Decal.

Nim bat duoc co hoi thi truong va sy phat trién trong tuong lai, cong ty TNHH

Thuong Mai M.K chinh thirc dugc thanh lap vao thang 12 nim 2001 theo gidy ding ky
kinh doanh s6: 4102007879 do phong ding ky kinh doanh S¢ Ké Hoach - Pau Tu

GVHD: Th.s Tran Phi Hoang 26 SVTH: Nguyén Vii Phurong
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Tp.HCM cép ngay 26/12/2001 véi linh vyc hoat dong chinh 1a san xuét kinh doanh cac
mit hang gidy Decal.
2.1.2.2. Qua trinh phat trién

Cong ty TNHH Thuong Mai M.K chinh thirc dugc thanh Iap va di vao hoat dong
tur thang 12 ndam 2001 tru s& chinh tai 215B/12 Phan Pang Luu, Phuong 1, Quan Phl
Nhuan, Tp.HCM véi 100% san pham nhap khau tir Dai Loan, Thai Lan, Trung Qudc.
Sau 2 nam hoat dong, cong ty da dan di vao 6n dinh va thi trudng dang ting nhanh. Dén
nam 2003 do nhu cau ngady cang ting va luong khach hang ngay cang nhiéu cong ty da
roi tru s chinh dén 1/25 Poan Thi Diém, P.1, Quan Pht Nhuan, Tp.HCM Ién hon va c¢6
vi tri thuan loi trong viéc giao dich vai khach hang. Vao dau nam 2004 cong ty tién
hanh dau tu xay dung nha may san xuét tai Binh Duong nham thay thé hang ngoai nhap
hoan chinh ma chi nhap nguyén liéu gép phan 1am giam gia thanh san pham va dén
thang 9/2004 nha may chinh thirc di vao hoat dong. Bén canh do céng ty dé tao ra cho
minh mot thuong hiéu riéng d6 1a “Decal 3 ngbi sao” da duoc cuc sd hiru cong nghiép
cip bang chting nhan ngdy 20/6/2003. Budc sang 2005 cong ty da dan tao dugc chd
dung trong thi truong gidy decal tai Tp.HCM va budc dau mé rong thi truong sang cac
tinh thanh khéac dong thoi thanh 1ap mot van phong giao dich chinh thie tai dia chi 61/4
Puong S6 20, P.6, Quan GO Vap, Tp.HCM. Trai qua gan 10 nam hoat dong san xuét
kinh doanh cua cong ty d& di vao on dinh, doanh thu lién tuc tdng qua cac ndm va thu
nhdp ctia cong nhan ngay cang tang. Vi nhiing thanh tyu da dat dugc va nhiing budce di
dung hudng cong ty s& ngdy cang phat trién va dat duoc nhitng thanh tyu 16n trong
tuong lai.
2.1.2.3. Chirc ning va nhiém vu

Chitc nang

Theo gidy ching nhan dang ky kinh doanh do s& Ké Hoach va Pau Tu Tp.HCM
cap thi chirc ning hoat dong cta cong ty bao gdbm nhitng linh vuc sau: Mua ban vat tu —
nguyén vat liéu nganh in; giéy, giéy decal, lvong thuc — thuc phém, banh keo. Dich vu
thuong mai. Pai 1y ky giri hang héa. Dich vu tu van méi trudng. Gia cdng bé hop, gidy
va mang decal. San xuit gidy decal tir gidy cudn (khong tai ché phé thai gidy, san xuat
bot gidy, khong in). Trong d6 linh vuc hoat dong chu yéu cia cong ty 12 san xuat — kinh
doanh gidy decal.

Nhiém vu

GVHD: Th.s Tran Phi Hoang 27 SVTH: Nguyén Vii Phurong
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Cong ty TNHH Thuong Mai M.K hoat dong chu yéu trong linh vuc san xuit va
kinh doanh gidy decal v&i nhirng nhiém vu co béan sau:

San xuét kinh doanh dung nganh nghé da dang ky va phu hop véi muc tiéu thanh
lap cong ty.

Nghién ciru, thiét ké nhitng san pham méi dap mg nhu cdu ngay cang thay doi
cua thi truong.

Str dung hiéu qua cac ngudn luc va khai thac tét tiém ning cta cong ty.

Tao ra nguén von 6n dinh, duy tri hoat dong lién tuc dap ung dﬁy dt nhu cau thi
truong.

Ung dung nhitng thanh tuu khoa hoc k¥ thuét, khéng nging nang cao ning luc
san xuét va chat lugng san pham.

Dao tao va boi dudng nang cao trinh do nghiép vu cua nhan vién, tra luong hop
ly va quan tdm t&i nhan vién.

Thuc hién nhimg cam két vé uy tin, chat luong san phiam cung cap cho khach
hang véi mirc gia hop 1y.

Trén day la nhirg chirc ndng va nhi¢ém vu chinh dat ra trong qua trinh hoat dong
ctia cong ty. Viée thyc hién t6t nhimg chirc nang va nhiém vy dé ra s& gop phan vao

thanh céng chung, tao su 6n dinh va phét trién 1au dai cho cong ty trong tuong lai.

2.1.3. Co’ ciu to chirc
Moi cong ty dU I6n hay nhé déu phai xay dung cho minh mét co cdu to chirc dam
bao cho sy van hanh thong sudt va hiéu qua trong hoat dong san xuat kinh doanh. Sau

day 1a so d6 mé ta co ciu to chirc tai cong ty TNHH Thuong Mai M.K:

Giam débc
P. Giam déc P. Giam ddc
A4
Phong Phong Phong Nha may
ke ban gia cong san
toan hang san xudt XUAt

So d6 2.1: Co ciu to chirc cong ty TNHH Thuong Mai M.K

GVHD: Th.s Tran Phi Hoang 28 SVTH: Nguyén Vii Phuong
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Nhin so d6 ta thiy co cdu t6 chiic cta cong ty kha don gian nhung gdp phan quan
trong vao sy hoat dong 6n dinh va phét trién cta cong ty hién nay. Trong dé chirc ning
va nhiém vu cta cac bo phan trong cong ty dugc phan rd nhu sau:

Gidm doc cong ty

Giam dbc 1a nguoi dimg dau cong ty véi nhitng chic ning va cdng viée:

T6 chirc bd may quan 1y, chuan bi cac ngudn luc can thiét & duy tri hoat dong
san xuét kinh doanh.

Xay dung cac muc tiéu, chinh sach va d& ra cac chién lugc dé hoan thanh cac
muc tiéu va chinh sach da dé ra.

Kiém tra, giam sat va danh gia toan bo két qua hoat dong kinh doanh ctia doanh
nghiép. Trén co s& d6 gidm doc xay dung muc tiéu chinh sach cho nam téi.

La nguoi dai dién cho cong ty truéc phap ludt va chiu trach nhiém vé toan bo
hoat dong san xuat kinh doanh tai doanh nghiép.

Phé gidm doc
Tu van va tham muu cho gidm déc trong viéc xdy dung cac muc tiéu chinh séch
cho cong ty.
Nhén 1énh truc tiép tir giam ddc va truyén dat nhimg chinh sach, muc tiéu ciing
nhu nhing chién lugc ban hanh dong xudng cap dudi.
Chiu trach nhiém trong viéc chi dao, don ddc cap dudi hoan thanh chi tiéu vé ké
hoach san xuét kinh doanh caa cong ty.
Thay mat giam dbc diéu hanh cong ty khi giam ddc di vang.
Phong ké todn

Phong ké toan c6 nhiém vu theo dbi tat ca cac khoan tai san va nguon von cia
cong ty mot cach chi tiét va day du.

Bao vé cac thong tin tai chinh cong ty, bao quan céc loai chimg tir, s6 ghi chép
va cac tai liéu lién quan téi hoat dong cua cong ty.

Lap cac bao céo tai chinh, thuyét minh bao cao tai chinh va chiu trach nhiém
trude phap ludt vé nhitng s6 liéu trong béo cdo.

Cung céap théng tin va cao cao cho cap trén vé nhitng bat 6n trong qua trinh san
Xuit kinh doanh dé giam ddc kip thoi xem xét va khic phuc.

Phong ban hang
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Hoan thanh chi tiéu va ké hoach ban hang dugc giao, thu hdi cong ng tir khach
hang, bao két qua cho cép trén va quan 1y khach hang tai khu vic minh.
Tim hiéu thi trudng, thuc hién tiép xtc chao hang khach hang mai.
Thuc hién nhitng giao dich véi khach hang, khdng ngirng quang ba va nang cao
uy tin cta cong ty trude khach hang.
Phong gia cong sdn xudt
C6 trach nhiém san xuét, gia cong san phdm dang quy cach, ching loai theo yéu
cau ctia khach hang.
Thuc hién cong tac bao tri, kiém tra may moc thiét bi dam bao cho hoat dong san
xuét on dinh.
Thuc hién dang tiéu chuan vé an toan lao dong, phong chéy chita chay.
Nha may sdn xudt
Nha may san xuét cé chirc ning nhiém vu san xuét cung cap cac loai gidy cudn,

dam bao san xuat hidu qua va cung tng hang kip thoi cho phong gia cong san xut.

2.1.4. Cac san pham chinh caa cong ty
Hoat dong chinh tai cong ty M.K 1a san xuét va kinh doanh cac san pham gidy
decal. San pham cta cong ty bao gdm nhiéu ching loai va kich thirc khac nhau. Sau
day 1a bang tong hop chi tiét vé cac san pham chinh cia cong ty:

Bang 2.1: Céc san pham chinh ctia cong ty

Tén san pham Ma Tén san phim Ma

Decal AL Super Alsuper-0 Decal PL nham (dé xanh) |PLBL-0
Decal AL (ba ngbi sao do) ALY-0 Decal PL nham(dé trang) | HPL-0
Decal AL bong mo (ba ngéi sao do) | ALW-0 Decal PL nham(dé vang) |PLY-0
Decal AL bong mo (Star bac) ALS-0 Decal PL nham khong logo [ PLBS-0
Decal AL bong mo (khdong logo) ALYK-0 Decal MCL bong(dé xanh) | MCLBL-0
Decal AL bong mo (dé xanh) ALBL-0 Decal MCL bong(dé tring) | MCLY-0
Decal AL béng mo Super HALsuper-0 | Gidy cam nhiét-gian tiép | HTLM-0
Decal AL bong mo (dé trang) HAL-0 Gidy cam nhiét- tryc tiép | BTLM-0
Decal PL nham Super Plsuper-0

2.2. Phadn tich tinh hinh hoat dong va két qud kinh doanh ctia céng ty

2.2.1.Van dung ma tran SWOT vao tinh hinh hoat dong cta cong ty
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Hoat dong san xuit kinh doanh cta mdi doanh nghiép ludn an chira nhiéu co hoi
va nguy co, nhimg diém manh ciing nhu diém yéu caa minh. Do d6 viéc tim hiéu, phan
tich nhitng co hoi, thach thirc, diém manh ciing nhu diém yéu s& goép phan quan trong
trong viéc tin dung cac co hdi thi trudng, tranh cac nguy co, phat huy diém manh va han
ché diém yéu. Ma tran SWOT sau ddy s& phan anh nhimng co hdi, nguy co, diém manh

va yéu trong hoat dong san xuit kinh doanh ctia cong ty TNHH Thuong Mai M.K.

Bang 2.2: Phan tich ma tran SWOT vé hoat dong kinh doanh cta cong ty

Hoan canh noi bo PIEM MANH - S PIEM YEU - W
1. Tinh hinh tai chinh 6n 1. Co so ha tang con nho,
dinh thiéu may moc thiét bi

2. San pham thay thé hang | chuyén nghiép.
ngoai nhap. 2. San xuét dat hiéu qua

3. Luc lugng ban hang hiéu | chua cao.

qua. 3. Uy tin thuong hi¢u chua
4, Sy lién két va hop tac du dé tao ra dong luc thiic

hiéu qua gitra cac phong day viéc ban hang.

ban. 4. Nguédn luc con thiéu dic

5. Thi truong san pham biét 12 ngudn luc tai chinh.

lién tuc tang truong vamé | 5. Phu thudc nhidu vao

Moi truong bén ngoai rong. ngudn nguyén ligu ngoai
nhap.
COHOQI-O CAC CHIEN LUQC CAC CHIEN LUQC
1. Nén kinh té lién tyc ting SO WO
trudng cao. 1. Chién luoc phét trién thi | 1. Chién lwoc phat trién

2. Thi truong bao bi, in an, truong dé tham nhap thi thwong hiéu (W3, 01, 02, quang
c4o phat trién rat truong noi dia (S3, S5, 01, 03).
nhanh. 02).

3. Nhiéu co hoi xuét khau 2. Chién luoc d6i moi cong
khi Viét Nam gia nhap 2. Chién luoc tang trudng nghé (W1, W4, 04, O5)
WTO. on dinh dya vao nang lyc
4. Chinh phu chu truong cot 16i (S1, S2, S4, 04, 3. Chu dong vé ngudn
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khuyén khich san xuit
trong nudc thay thé hang
ngoai.

5. Thi truong tai chinh phéat
trién manh, co hoi tiép can
dugc nhiéu ngudn tai

chinh.

05).

3. Chién lugc ddy manh
ban hang (S1, S2, S3, 02,
03, 04)

nguyén liéu dac biét la cac
ngudn nguyén liéu trong

nudc.

NGUY CO-T
1. Su canh tranh ngay cang
gay gt, dic biét 1a tir nude
ngoai.
2. San pham thay thé.
3. Khung hoang kinh té
anh huong dén nguyén liéu
nhap khau.
4. Ngudn nguyén liéu phu
thudc nhiéu vao nhap khau.
5. Thay doi cong nghé
khong kip trinh 6 chung.

CAC CHIEN LUQC
ST
1. Chién luoc da dang hoa
san pham (S2, S3, S4, T1,
T2).

2. Chién luoc phat trién san
pham (S1, S2,84, T1, T2).
3. Xay dyng céc chién lugc
canh tranh: bao vé thi
truong hién tai, tham nhéap

thi truong moi.

CAC CHIEN LUQC
WT

1. Chién luoc huy dong tai

chinh (W4, T5).

2. Chién luoc hoi nhap
phia sau (W5, T3, T4).

3. Poi méi cong nghé,
nang cao hiéu qua san xuét,
cha dong @i pho véi bién
dong thi truong dac biét 1a
nguodn nguyén liéu ngoai

nhap.

Trén day 12 ma tran SWOT phan anh thuc trang vé nhimg diém manh, diém yéu

cling nhu nguy co va thach thirc ciing nhu mot sé phuong an két hgp dé khiac phuc

nhitng mat han ché nhu:

Chién lwoc SO: Phdt huy diém manh dé tin dung co hji

Chién lugc dugc thuc hién nhiam phéi hop gitra diém manh va co hi 1a chién

luge phat trién thi tredng nham tim kiém va mé rong thi trudng méi véi khu vire méi va

khéch hang méi. Véi wu thé 13 mat hang thay thé hang ngoai nhap, thi truong trong

nuéc dang phét trién nhanh. Do d6 véi chién luoc phat trién thi truong s& thi thi truong

Cua cong ty S€ mod rong va tao ra sy tang trudng cao trong tuong lai.

Chién lwoc ST: Phat huy diém manh, han ché nquy co
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V6i nhitng nguy co anh huong t6i cong ty thi chién luoc da dang hoa san pham,
chién luoc phat trién san pham 1a nhimg chién lugc c6 thé giup cong ty phat huy diém
manh va han ché nguy co. Pa dang hoa va phét trién san pham gitp cong ty ting kha
ning phuc vu nhu cau khach hang ciing nhu ning cao chat luoc san pham gop phan ting
nang luc canh tranh cta cong ty so voi cac ddi thu dic biét 1a dbi thi nude ngoai.

Chién lioc WO: Tén dung co hgi khcfcphuc diém yéu

V6i nhitng co hoi tir thi truong cong ty co thé khic phuc cac diém yéu cia minh
thong qua chién luoc phét trién thuwong hiéu va chién luoc déi méi cong nghé. Thi
truong tai chinh dang phat trién s6i dong. Doanh nghiép c6 thé tan dung viéc huy dong
cac nguon tai chinh trong viéc doi méi cong nghé nang cao nang luc san xuat, hiéu qua
giam gia thanh san phdm 12 mot dong luc canh tranh hiéu qua.

Chién liege WT: Khdc phuc diém yéu va han ché nguy co

Viéc thuc hién phdi hop cac chién luoc trong viéc khic phuc diém yéu va han
ché nguy co thuong kho hon so véi viée phdi hop cac chién luge khac. Nhimng chién
lugc dugc thuc hién nhu: chién luoc huy dong tai chinh va chién lugc hoi nhap phia sau.
Viéc tao ra nguodn tai chinh ddi dao va on dinh c6 y nghia quan trong trong hoat dong
san xuét kinh doanh dic biét 13 d6i pho v&i nhitng bat on thi truong.

Trong hoat dong san xuit kinh doanh khong nhét thiét 1a phdi hop tit cac cac
chién lugc 1a thanh cong ddi khi ta chi can thuc hién mot trong cac chién luge nhu:
chién luge phat huy diém manh hodc tdn dung co hoi l1a da thanh cdng. Su thanh cong
khong chi thé hién ¢ viéc xay dung nhiéu chién lwoc ma & chd 13 xay dyung mét chién

luge hiéu qua va thuce thi mot cach tot nhat voi tat ca ngudn luc cta cong ty.

2.2.2. Phan tich két qua kinh doanh

Trong san xuat kinh doanh, viéc phan tich két qua hoat dong kinh doanh c6 y
nghia quan trong khong chi cho ta biét vé mirc d6 biét dong ting giam ctia cac chi tiéu
ma con cung cip thong tin quan trong gitip ta nhan biét nhimng bién dong bét lgi cho
cdng ty, 1a cin ctr cho viée x4y dung muc tiéu va chién luoc cho nam t6i. Nhim danh
gi4 su bién dong két qua kinh doanh cia cong ty ciing nhu nguyén nhan ciia sy bién
dong d6. Bang tong hop sau ddy cho ta thay két qua hoat dong kinh doanh tai cong ty
TNHH Thuong Mai M K trong 3 nam tr¢ lai day.
Bang 2.3: Trich bao c&o két qua kinh doanh (nguon BCTC cong ty M.K 2007 — 2009)
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Pon vi tinh: ngan dong

Chi tiéu Nam Tang truwéng (%)
2007 2008 2009 |08/07 09/08
Doanh thu thuin 52.483.555| 59.710.430] 62.466.487|13,76% |4, 61%
Gi4 von hang ban 47.611.102| 53.545.179| 55.745.844)|16,66% |4,1%
Lgi nhuan gop 4.872.453|  6.165.251]  6.720.643|26,53% |9 %
Loi nhuan truéc thué |  2.524.391|  3.022.465 2.777.943/19,730 |- 8,09%
Thué thu nhap 709.629 846.290 694.485| 19,25% |-17,93%
Loi nhuan sau thué 1.814.761 2.176.175 2.083.457|119,91% |- 4,26%

Nhin vao bang trich trén ta thy rd trong nam 2009 céac chi tiéu quan trong chi

tang it va mot sd chi tiéu lai giam. Dé thay rd hon sy bién dong nay ta lan luot phan tich

cac chi tiéu quan trong sau:

Doanh thu thuan: Chi tiéu nay trong ndm chi ting 4,61% so véi nam 2008 trong

khi d6 nam 2008 lai tang 13,76% so vdi nam 2007. Sy giam sat nay lai phu hgp véi sy

khung hoang kinh té thé giéi anh huong nudc ta va gay ra nhiéu khé khin cho cac

doanh nghiép. Mot sé khach hang 16n cua cong ty giam sé luong dit va mot sé khach

hang d4 ngung san xuat. Tuy nhién voi nhitng nd lyc ciia cong ty trong viée tim kiém

khéch hang tham chi nhan ca nhitng don hang nho d& gop phan 1am cho doanh thu nim

2009 khong giam ma lai tang 4,61%. Tuy nhién viéc tang nay lai kéo theo su tang chi

phi quan 1y doanh nghiép ctia cong ty nam 2009 tang 33% so vdi nam 2008.

Chi tiéu loi nhuan trudc thué: Mic du doanh thu ting 1én song chi tiéu loi nhuan

thuan lai giam 8,09% so v&i nim 2008. M&i nhin thi thiy khong hop 1y, tuy nhién dé tao

ra sy ting trudng vé doanh thu thi céng ty da nd lyc rat nhiéu trong hoat dong san xuét

kinh doanh dic biét 1a ban hang. Nhim khic phuc kho khin cong ty d4 nhan va van

chuyén nhimng don hang kha nhé. Vi chi phi giao hang duoc tinh vao chi phi quan 1y nén

chi phi nay ting dén 33%. Chinh su ting manh vé chi phi quan 1y nén chi tiéu loi nhuan

trude thué lai giam di so voi ndm 2008.

Chi tiéu loi nhun sau thué: Chi tiéu lgi nhudn sau thué nam 2009 giam 4,26% so

V6i nam 2008, su giam ndy nhé hon so voi sy sut giam 8,09% vé chi tiéu lgi nhuén

trude thué. Pong thoi thué thu nhap ndm 2009 giam di 17,93% trong khi loi nhuan trude

thué nam 2009 chi giam 8,09%. Piéu nay duoc giai thich vi ngay 1/01/2009 luat
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thué thu nhap doanh nghiép méi chinh thirc ¢6 hiéu luc véi thué suat mai 1a 25% thay
cho thué suat 28% trudc kia. Do d6 bao cdo tai chinh nim 2009 tinh thué thu nhap 1a
25%. Su giam thué suat thué thu nhap da lam cho thué thu nhap nim 2009 giam di
17,93% va g6p phan 1am cho lgi nhuan sau thué chi giam 4,26%. Piéu ndy ciing giai
thich tai sao ma nam 2009 ¢6 lgi nhuin trudc thué cao hon nam 2007 nhung lai dong
thué it hon do nam 2007 dong theo thué suit 28% trong khi nim 2009 déng theo thué
SUat 25%. Mot sb chi tiéu tong hop ciing co nhitng bién dong theo bang sau:
Bang 2.4: Phan tich cac chi tiéu tong hop vé doanh thu va loi nhuén

Pon vi tinh: triéu déng

Chi tiéu Nim % trén doanh thu thuan
2007 | 2008 | 2009 [ 2007  |2008 2009
Doanh thu thuin 52.483| 59.710| 62.466] - - -
Gi4 vén hang ban 47.611| 53.545| 55.745| 90,72% |89,67% 89,25%
Loi nhuin gop 4.872| 6.165| 6.720[9,28% |10,33% 10,75%
Chi phi quan Iy 1.960 2.384| 3.171{3,73% |3,99% 5,07%
L¢i nhuin truéc thué 2524 3.022| 2.777|4.8% |5,06% 4,44%
Loi nhuén sau thué 1.814| 2.176| 2.083|3,45% |3,64% 3,33%

Dua vao bang trén ta lan luot phan tich mot sb chi tiéu tong hop nhu sau:

Chi tiéu gia von hang ban / doanh thu: Nhin vao bang ta thay gia von hang ban
chiém ty 1¢ rat cao trong doanh thu Xap xi khoang 90%. Mic du chi tiéu ndy ¢ giam
qua 3 nam song mirc giam 1a khong dang ké. Chi tiéu nay cho thay chi phi san xuét
chiém ty 1¢ rat cao va cong ty dang cd gang ha thap ty 1é nay nhung hiéu qua rat it. Nhan
xét vé van dé nay so di gia von hang béan cao 12 do hau hét cac nguyén li¢u cong ty phai
nhap khau tir nwdc ngoai nhu: Thai Lan, Dai loan, Trung Quéc. .. véi gia nhap khau kha
cao. D& thu hut khach hang va canh tranh nén cong ty chap nhan mot mic gia véi loi
nhuén khong cao. Trong thdi gian gan ddy cong ty dang cd gang tim kiém nguén
nguyén liéu trong nudc va budce dau da c6 du hiéu tich cuc bang viée ty 18 gia von trén
doanh thu c6 xu hudng gidm nhe.

Chi tiéu chi phi quan 1y / doanh thu: Chi tiéu lién tuc tang qua cac nam cac nam
dic biét 1a trong ndm 2009 ting 1,08% so v&i nam 2008 va chiém 5,07% trong doanh

thu. Véi viéc tinh chi phi van chuyén giao hang tinh vao chi phi quan 1y nén sb luong
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don hang, doanh sé ting ddng nghia voi viée tang chi phi quan 1y nén lam cho chi phi
quan 1y ngdy cang chiém ty 1é cao trong doanh thu.

Chi tiéu loi nhuan sau thué / doanh thu: Pay 1a mét chi tiéu quan trong phan anh
muc do sinh loi cta cong ty trong hoat dong san xut kinh doanh. Chi tiéu nay cho ta
biét trong mot dong doanh thu thi c6 bao nhiéu ddng loi nhuan hay néi cach khac cho ta
biét murc d6 sinh loi chiém bao nhiéu phan trim doanh thu thun. Nhin vao bang ta thiy
trong nim 2009 chi tiéu nay giam 0,31% so v&i ndm 2008 va cho ta biét mirc d6 sinh loi
tir hoat dong san xuét kinh doanh cua cdng ty chiém 3.33% trén doanh thu thuan. Chi
tiéu nay giam mot phan 12 do mtc d6 ting doanh thu trong nim 2009 chi dat 4,61%
trong khi cac khoan chi phi trong nim tang dang ké dic biét 1a chi phi quan 1y ting toi
33% trong nam 2009.

T6m lai, dua vao phan tich khai quat mot sé chi tiéu vé két qua hoat dong kinh
doanh cua cong ty ta thiy dugc nhimg nd luc va ¢ ging cta cong ty trong viéc hoan
thanh chi tiéu san xuat kinh doanh trong nam 2009 day bién dong va kho khan. Véi
nhiing gi d4 dat duoc trong ndm 2009 sé& 12 tién dé dé cong ty gat hai dwoc nhiing thanh

cong trong ndm 2010 khi ma nén kinh té phyc hdi va ting truéng cao.
2.3. Phan tich méi trwong kinh doanh cua doanh nghiép

2.3.1. Phan tich méi trwong vi mo

Trong xu thé hoi nhap ngdy cang sau vao kinh té thé gisi d tao ra nhimng bién
dbi 16n trong nén kinh t& Viét Nam anh hudng téi hoat dong san xuat kinh doanh cta
céc doanh nghiép trong d6 c6 cong ty TNHH Thuong Mai M.K. Sy tac dong nay thé
hién rd nét nhat & nhiing khia canh sau:

Dé thay nhat 1 sy tac dong cua luat thué thu nhip doanh nghiép méi téi cong ty
M.K nhu phén tich & trén. Chi sy thay doi nho tir thué suat 28% xubng 25% da anh
huong nhiéu dén cac chi tiéu cia cong ty dic biét 1a chi tiéu thué thu nhap doanh nghiép
va loi nhuén sau thué.

Ké& dén 1a chinh sach khuyén khich san xuét trong nuéc caa Chinh phu, véi chinh
sach nay vira dem lai cho cong ty M.K kha ning tim kiém cac ngudn nguyén liéu trong
nudce thay thé hang nhap khau giam ty 1¢ gia vén hang ban trong doanh thu mat khac lai
tao ra nhiéu d6i thu canh tranh ddi véi cong ty. Viéc Viét Nam gia nhap WTO va mo

ctra thi truong dac biét 1a thi truong ban 1€ ngay 01/01/2009 da dat ra cho
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cac doanh nghiép nhiéu khé khin thach thirc v6i su canh tranh manh mé tir nudc ngoai.

Ngoai ra con mot chinh sach nira anh huong khdng nho téi doanh nghiép 1a cac
g6i kich thich kinh té, cac chuong trinh tin dung wu d&i vay von voi 13i suat 4% cho cac
doanh nghiép san xuit kinh doanh nhiam d6i pho véi nhitng anh hudng tir suy thoai kinh
té thé gigi. Nhd d6 ma céc doanh nghiép dam bao duoc ngudn tai chinh cho hoat dong
san xuét kinh doanh.

Cung Véi qua trinh hoi nhap 13 nhirg bién d6i sdu sic moi truong kinh doanh
Viét Nam d4 va dang mé ra nhiéu co hoi phat trién cling nhu rat nhidu khé khan thach
thirc. Do d6 viéc theo ddi nhiing thay doi va tan dung cac co hoi d6 s& gitip cong ty chi

dong dbi pho va phat trién on dinh trong thoi gian toi.

2.3.1. Phan tich tinh hinh canh tranh

Thanh phé H6 Chi Minh 1a mét thi truong 16n khong chi dbi véi cong ty M.K ma
ca voi cac dbi thu canh tranh. Mot thuc té cho thdy hau hét cac dbi thu chinh cua cong ty
déu c6 tru so tai thanh phd HO Chi Minh d4 va dang canh tranh gay gt véi cong ty trén
thi truong ndy. Mot s6 dbi thii chinh ¢ thé ké tén nhu: Cong ty TNHH mot thanh vién
Hoan Vi véi tru s& tai 37-39 Puong 25 P.10, Quan 6, Tp.HCM, cbng ty Decal Thao
Nhan tai 83/47 Pham Van Bach, P.15, Q.Tan Binh, cong ty TNHH cdng nghé ma vach
Ky Nguyén tai 238 Binh Quéi, Phuong 28, Quan Binh Thanh, Céng Ty TNHH TM DV
Vi Hoang Minh dia chi L& 111-29, Nhom CN3, Buong 19/5A, KCN Tan Binh, P.Tay
Thanh, Q.Tan Phu. Nhitng cong ty ké trén duoc danh gia 12 ¢6 tiém luc va vi thé vé san
pham decal trén thi trudng ddc biét 12 tai thi trudng TP. HCM. Trong d6 d6i thii manh
nhat vdi ciia cong ty M.K 1a cong ty Vii Hoang Minh 1a mot cong ty hang dau trong linh
vuc decal v6i khoang 40% thi phan tai Tp.HCM va 80% thi phan Ha Noi. Ngoai ra cong
ty Thao Nhan ciing 13 mot ddi thii can luu Y, ho ¢ vi tri tai chinh vitng manh, néu dau tu
thoa dang, hiéu qua s& c6 nhirng budc phat trién 16n va mot sé ddi thu canh tranh khac.
Trudc sy canh tranh manh mé tir cac di tha mot mat cong ty phai duy tri vi thé canh
tranh trén thi truong chinh nay chiém hon 75% doanh thu cua cong ty mot mat tich cuc
tim kiém va mo rong thi trudng cac tinh nham nd tro cho thi truong chinh dang canh
tranh gay gat tir ddi thu.

Viéc phan tich moi truong vi md va moi trudng canh tranh cho ta thiy duoc

nhirng tac dong tir nhitng moi truong ndy 1€n céng ty. Mac du méi truong vi mo chi
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tac dong gian tiép song anh huodng rat 1on t6i cong ty. Do d6 cong ty can phai phén tich
ky ludng dic biét 12 voi nhitng thay doi dé chu dong thich nghi. V&i méi trudng canh
tranh sy chi dong 14 rat can thiét nham déi phé véi nhitng phuong thirc canh tranh méi
tir d6i thu dé bao vé thi truong chinh dong thoi khong ngimg tim kiém mo rong thi
truong Mai.

2.4. Thue trang vé t6 chirc hoat dong quan tri ban hang tai cong ty

2.4.1. Co cau to chirc hoat dong quan tri ban hang trong cong ty

Co ciu to chikc hoat dong quan tri ban hang trong cong ty dwoc mé ta theo so

do dwoi day:

Gidm dbe

P.Gidm dbc
v

Phona ban hana
v v
Nhan vién Nhan vién

So d6 2.2: Co cAu quan tri ban hang cua cong ty
Trong d6 viéc xdy dung cac muc tiéu, chinh sach, to chtc lyc luong ban hang,
trién khai, giam sat ban hang déu do giam ddc hodc do phé giam ddc thyuc hién. Phong
ban hang duoc to chirc ngang cip mdi nhan vién s& doc 1ap v6i nhau cb chirc ning va
nhiém vu ngang nhau. Cac nhan vién ban hang nhan 1énh va chiu su giam sat truc tiép
tir ban giam d6c. Bén canh d6 nhéan vién ban hang chi bao cao két qua ban hang, nhiing
van dé phat sinh trong qua trinh trién khai cho ban giam ddc ma khdng phai thong qua

bat ky thanh vién nao cta phong ban hang trong cong ty.

2.4.2. Xay dwng muc tiéu ban hang

Muc tiéu ban hang ciia cong ty duoc giam ddc truc tiép xay dung va phan bo cho
cac nhan vién béan hang trong cudc hop dau nim. Nhirng muc tiéu ban hang nay duoc
xdy dung chu yéu trén y kién chi quan cua giam déc va dya vao mot sb can cir nhur:
muc tang trudng nhitng nam gén day, doanh s6 ban hang nam trude, nguén luc, vi tri
canh tranh va tinh hinh thi truong.

Trong ké hoach ban hang, muyc tiéu ban hang trong cong ty thuong dugc xay
dung voi myc tiéu ngan han va lién tuc thay déi, diéu chinh qua cac nim. Muc tiéu béan

hang trong cdng ty chu yéu xoay quanh muc tiéu vé doanh sé tirc 12 tong gia tri hang
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hoa bén ra trong mot nam khi tién hanh nhitng nd luc ban hang. Thuan loi khi xay dung
muc tiéu vé doanh sé 1a gilp cong ty d& dang do luong duoc két qua, d& dang phan bd
cho cac nhan vién. Pong thoi cac nhan vién biét duoc chi tiéu cua minh dé c6 ké hoach
va chién luoc dé hoan thanh chi tiéu ban hang. Tuy nhién viéc xay dung muc tiéu theo
doanh s ciing c6 han ché khé khan trong viéc hiém soat chi phi ciing nhu danh gia hiéu

qua hoat dong ban hang so vai chi phi bo ra trong qua trinh ban hang.

2.4.3. Chién lwoc ban hang

V6i phan 16n lwong khach hang caa cong ty 12 khach hang cong nghiép va mot sb
nha béan budn. Do d6 chién lwge ban hang chu yéu duogc ap dung trong cong ty 1 chién
lugc ban hang c& nhan. Trong chién luge ndy mdi nhan vién ban hang s& quan 1y mot
khu vuc dia ban riéng va tiép xtc truc tiép vi timg khach hang. Khi ap dung chién luoc
nay nhan vién ban hang c6 quyén chi dong cao va su thanh cong trong cdng tac ban
hang phu thudc rat nhiéu vao kha nang va kinh nghiém ctia nhan vién.

Mot trong nhitng bién phap dé nang cao hiéu qua cho chién lugc ban hang ca
nhén la van dung cac k¥ nang ban hang, cac budc ban hang chuyén nghiép. Mat trong
nhiing diém tao diéu kién thuan lgi cho chién lugc ban hang ca nhan cua cong ty 1a cong
ty M.K ¢6 mot lyc lwong ban hang tuy khong nhiéu song lai ning dong, c6 nhiéu kinh
nghiém va am hiéu thi trudng ngodi ra gia san phdm khong cao va chu yéu phuc vu

khach hang cdng nghiép.

2.4.4. Chién lworc tiép xic khach hang va chao hang
Viéc thyc hién chién lugc tiép xtic khach hang va chao hang dugc thyc hién boi
chinh nhitng nhan vién ban hang va chi bao céo lai két qua cho giam ddc. Nhan vién béan
hang théng qua kinh nghiém, cac méi quan hé va ca thu thap thong tin thi truong nham
xac dinh khach hang tiém ning va chuan bi chdo hang. Viéc tiép xtic khach hang va
chao hang duoc thyc hién theo ca hai chiéu thuan va nghich.

X Aﬁ . R A ; ‘ﬁ n .. 2
Theo chiéu thuan thi nhan vién ban hang thuc hién véi so do sau:

Kham pha Panh gia Gri dorfchao hang,
nhu cau ) tiém ning ) dién thoai gap mat
Theo dbi két Két thuc Tiép xuc va chao
qua ban hang hang

So db 2.3: Quy trinh tiép xuc chao hang theo chiéu thuin
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Trong d6 viéc kham pha nhu cau khach hang doi hoi nhan vién phai nd luc tim
hiéu nhu cau khach hang va thi truong. Trong mot s6 trudng hop thi nhimg khach hang
m&i nay do chinh nguoi than quen hay khach hang ci gidi thiéu. Tuy nhién viéc danh
gia tiém nang khach hang s& quyét dinh dén viéc co thuc hién viéc tiép xuc chao hang
hay khong. Nhan vién ban hang danh gia tiém ning khach hang théng qua céc chi tiéu

nhu: tu cach phap nhan hoac c6 co s¢ dang tin cdy, tiém nang vé doanh so, kha nang tai

chinh va c6 thé 1am an 1au dai va nhiing két qua khi thoa thuan chao hang.

Theo chiéu ngugc thi quy trinh tiép xuc khach hang dugc thyc hién nhu sau:

soc

hang

Khéch hang théng Xem xét danh gia Chuan bi tiép xtic
b&o nhu cau dit hang khach hang khach hang
L 4
Theo dbi cham Két thuc ban Trao dbi tu van thém vé san

pham véi khach hang

So dd 2.4: Quy trinh tiép xuc chao hang theo chiéu nguoc

Tuong

tu cac bude trong quy trinh chao hang thuan nhung chao hang nghich c6 mot sé thuan
loi hon khi khach hang da chu dong thong bao nhu cau va té ¥ mudn dit hang tir cong
ty. Mic du viéc chao hang trong truong hop nay thuan loi hon nhung van doi héi nhiing
nd luc tir nhan vién ban hang nham dat duoc két qua cudi cling 1a ban hang va xay dung
mdi quan hé lau dai. Tuy nhién trong trudng hop nay thi viéc danh gia xem Xét ciing

duge thyc hién nhu truong hop ban ddu nham xac dinh nhing khach hang tiém ning

nhit va quyét dinh t6i nhitng budc sau.

2.4.5. Quy trinh tiép nhin va xi ly don dat hang
Tai cong ty hau hét cac don dat hang déu dugc thuc hién thong qua dién thoai

hodc fax va mot s6 dit hang thdng qua don dat hang. Cac don hang duoc giri dén cong

ty va duoc tiép nhan theo hai céch:

Céch th{r nhat:

Khéach hang goi dién thoai hodc giri fax dat hang truc tiép toi cong ty. Sau do6 chi
Trang nhan vién phong ké toan c6 nhiém vu tiép nhan va ghi lai tit ca cac don dat hang,

xem xét thoi gian giao hang. Tiép d6 chi Trang s& xuat mot héa don goi 1a “phiéu dat

hang noi bd” xudng phong san xuét va gia cong theo don hang. Sau d6 bd
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phan san xudt cin ctr vao sb lugng, quy cach san pham tién hanh san xuat don hang d6
va cudi cuing la giao hang cho khach hang.

Céch thir hai: Khach hang dat hang théng qua nhan vién ban hang quan 1y khu
ctia khach hang d6. Sau khi nhan vién nhan duogc don hang s& giri don hang xuéng cho
chi Trang c6 nhiém vu thu thap cac don hang va cong viéc tiép theo dugc thuc hién nhu
cach thir nhat.

Ngoai ra dbi vé6i cac khach hang Ion dit hang véi sb luong 16n va giao hang theo
ting chu ky thi chi dat hang mot lan va theo ting thoi diém cong ty s& giao hang nhu
cong ty in s6 vin hoa Sai Gon 1a mot khach hang I6n va nia thang thi cong ty M.K giao
hang mat 1an cho toi khi két thuc sé lugng hang dat tir dau va thyc hién don dit hang
moi.

Céac don hang s& duoc ghi lai va theo ddi timg ngdy thong qua bang “tong hop
don hang theo ngay”. Viéc ghi lai cac don hang theo ngay nham muc dich theo di va
danh gia mirc do bién dong cac don hang va dé tién cho viéc giao hang ding thoi han

cling nhu thu tién hang.

2.4.6. To6 chirc lwc lwong ban hang

Viéc to chire luc lugng ban hang trong cong ty nham muc dich tim kiém khach
hang méi, xuc tién ban hang, thu thap thong tin va cung cip cac dich vu khach hang. O
nhiéu cong ty thi luc luong ban hang thuong dugc chia 1am 3 loai: Iyc luong cong ty,
dai Iy hop dong va luc lugng hdn hop. Véi nhitng dic diém riéng va dé phl hop véi co
c4u to chirc nén lyc lwong ban hang tai cong ty MK chi gdm nhiing nguoi trong cong
ty. Luc lugng ban hang nay vira hoat dong bén trong cong ty theo phong ban vira hoat
dong bén ngoai truc tiép di gap khach hang va chao hang. Dua vao chiic ning va
phuong huéng hoat dong thi co cau t6 chirc ban hang trong cong ty 1a to chirc ban hang

theo dia ban, khu vuc theo so d6 sau:

Giam ddc
* r
P. Giam doc
Nhan vién ban hang Nhén vién ban hang Nhén vién ban hang
dong thoi quéan 1y khu dong thoi quan 1y khu dong thoi quan 1y
vuc A vuc B khu vuc C

So d6 2.5: T6 chire luce lwong béan hang trong cong ty
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Trong co ciu t6 chirc ndy nhan vién ban hang vira thuc hién nhiém vu ban hang
vira thyc hién quan 1y d6i twong khach hang trong khu vuc ciia minh. Moi giao dich tir
khau tiép xuc, ban hang, cham so6c khach hang va thu hdi cong no trong mdi khu vuc
déu théng qua nhan vién ban hang quan 1y khu vuc d6. Ngodi ra nhan vién ban hang con
dong vai tro dai dién cong ty kinh doanh tit ca cac san phdm cho tat ca cac ddi tuong
khéch hang trong khu vue minh quan 1y. Viéc t6 chirc co cdu ban hang theo dia ban s&
dam bao khong c6 mot khach hang nado duoc chao hang hai lan qua d6 gilp cong ty ting
kha ning tiép xdc khach hang va chao hang. Thanh céng cua co cdu t6 chirc nay gilp
cong ty mé rong thi trudng bao gom: Thi truong HA Noi, Can Tho, Pa Néng, Binh

Duong... va trong diém 1a thi truong TP. H5 Chi Minh.

2.4.7. Trién Khai ké hoach ban hang

Qua trinh trién khai hoat dong ban hang cua cong ty duoc thuc hién theo 2
budc:

Budc 1: Phan bo chi tiéu ban hang cho cac nhan vién

Nhu da phan tich thi giam dbc 1a nguoi xdy dung cac muc tiéu doanh s ban
hang va phan bé truc tiép cho cac nhéan vién. Giam ddc dit ra muyc tiéu vé tong doanh s6
ban hang ma cong ty huéng t6i trong nim. Sau dé chi tiéu ndy s& dugc phan bod cho
ting nhan vién. Mdi nhan vién s& nhan dugc mot ban chi tiét vé chi tiéu ban hang vai
nhitng nhiém vy va yéu cau nhu sau:

Bang 2.5: Phan bé chi tiéu ban hang trong cong ty

CONG TY TNHH THUONG MAI M.K
CHI TIEU BAN HANG NAM 20...
Khuvuc: ...,
Nhén vién phu trach: ..................
Tong chi tiéu:........ccoveeieeennn...
Chi tiéu tirng quy:
Quy I Quy 1l Quy I Quy IV
Doanh sd Doanh s6 Doanh s6 Doanh s6
Khéach hang Khachhang |z Khéach hang « Khach hang
méi Doanh s Y .. Doanh SO méi
mmKhe’mh hang moqKhéu:h hang
mai mai
Yéu cau: Hoan thanh dung va vuot chi tiéu
Thu hoi ng dang han
Ngay.....thang....ndm......
Nhan vién ky tén Giam dbc ky tén, dong dau
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Chi tiéu ban hang phan bd cho cac nhan vién tuy theo cac tiéu chi nhu: béo céo
ban hang nam trudc, dia ban hoat dong, mic do thudn loi, s6 luong khach hang, tiém
nang thi truong. Theo d6 nhimg nhan vién quan 1y khu vuc c6 s lwong khach hang
nhiéu va khach hang I6n, thuan loi va nhiéu tiém ning s& nhan chi tiéu vé doanh sb cao
hon so v&i cac nhén vién quan 1y cac khu vuec it thuan loi hon. Trén co so chi tiéu ban
hang dugc phan bd, mdi nhan vién ban hang s& tu xdy dung muc tiéu va chién lugc
nhim hoan thanh chi tiéu ban hang.

Budc 2: T chirc kénh phan phdi

T6 churc kénh phan phdi ctia cong ty chi yéu 1a kénh phan phdi truc tiép theo so

d6 sau: Cong ty

--------- > Nhan vién ban hang

A

Khéch hang

So dd 2.6: To chirc kénh phan phéi

Theo cau trac kénh phan phdi nay, cong ty thiét 1ap quan hé truc tiép voi khach
hang hién tai ciing nhu tiém ning théng qua luc lwong ban hang chinh cia cong ty. San
pham ctia cong ty 1a san pham cong nghiép véi khach hang chinh 1a cong ty va cac nha
ban budn. Do d6 nhiing giao dich tryc tiép véi khach hang dé chao hang va ban hang la
rat quan trong dic biét 1a khach hang Ién. Sau khi nhan don hang va san xuit cong ty s&
giao hang truc tiép cho khach hang théng qua phuong tién va nhan vién caa chinh cong
ty. D6i v6i nhimg khach hang ¢ khu vuc Tp. Hb Chi Minh va céc tinh 1an can thi cong
ty truc tiép van chuyén t6i va cong ty chiu hoan toan chi phi van chuyén. Déi voi khach
hang & xa nhu Ha Noi, Pa Néng thudng thi cong ty giri téi bang may bay hoic xe tai va
chi phi van chuyén thuong do khach hang tra ngay hodc tinh phi vao gia thanh san
pham. Viéc t6 chirc kénh phan phéi truc tiép dam bao cho cong ty linh hoat va chu dong

trong viéc tim kiém va giao dich véi khach hang.

2.4.8. Giam sat va danh gia hiéu qua ban hang
Viéc thuce hién cong tac Kiém tra giam sat ban hang trong cong ty dugc thuc hién
dinh ky dua theo nhimg bao céo ban hang cua cac nhan vién. Do d6 viéc kiém tra giam
sat khong chi 1a viéc ctia cip trén ma chinh nhan vién ban hang ciing phai thyc hién.

MJi nhan vién s& lap cac ké hoach 1am viéc theo thang, quy véi cac muc tiéu vé
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2.4.9.

doanh sd, lugng khach hang va muc thu hdi no cii dira theo chi tiéu duoc phan b va chi
lien hé véi giam dde khi can thém sy hd tro hodc bao céo két qua. Hang thang mdi nhan
vién s& 1ap mot bang bao cao vé két qua ban hang tai khu vuc minh cho giam déc. Hé
théng bang bao cao trong cong ty gdom céac loai nhu: Bdo cdo theo nhan vién / khach
hang theo thang, quy nam. Sau ddy 1a bang trich tong hop bao cdo ban hang cua nhan
vién ban hang Luu Minh Mau, phu trach khu vuc céc tinh, thanh khac nhu sau:

Bang 2.6: Bang bao cdo ban hang theo nhéan vién / khach hang

Tir ngay: 01/01/2009 Dén ngay: 31/12/2009
Ngay M4 Tén khéch hang Sélwong |Pon | Doanh
thang KH m? giél/m2 s

Nhan vién: Luu Minh Mau

4-08 |[ANNHO0002  [Cty An Nhan

000PLBL Decal PL dé xanh 16.84 7,125 115,708
Tong cong khach hang | 16.84 115,708
3-08 | ANTHO0003 Anh Thy
OALSuper DecalAL Super 123.00 8,190 959,400
Tdng cong khach hang | 123.00 959,400

Téng cong

Théng qua cic bao céo ban hang giri vé giam dbc s& danh gia két qua cta timg
nhan vién ban hang so véi chi tiéu dugc phan bd dé ciing nhu nam bét duoc tinh hinh thi
truong khu vuc. Bén canh d6 bao cao ban hang con la can cir khen thudng ban hang. Vi
nhan vién ban hang huéng theo luong cb dinh khdng ¢ hoa hong ban hang, do d6 viéc
thuong theo két qua ban hang khéng cin ctr vao doanh s6 ma cin ctr trén luong cia
nhan vién. Thong thuong tién thuong ban hang 1a 20% trén luong can ban cta nhan

vién. Ngoai ra bao céo ban hang con la cin cir dé xay dung chi tiéu cho nim sau.

Chinh sach ban hang va cham s6c khach hang
Hién tai cong ty dang ap dung chinh sach ban hang linh dong véi nhitng chinh

séch sau:
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Chinh sach ban chju: ban chiu 1a mot phan khong thé thiéu trong ban hang dic
biét 1a hang hda céng nghiép. V&i chinh sach nay cong ty chua c6 mot chinh sach chung
ma dugc thuc hién tuy vao dbi trong khach hang va thoa thuan khi chao hang giita nhan
vién va khach hang. Déi v6i khach hang nho, 16, it thong tin ciing khdng rd rang vé co
s& hay dia diém kinh doanh thi céng ty thuong thu tién ngay khi giao hang. Déi véi
nhitng khach hang cii 1am an 1au nam, uy tin dic biét 1a khach hang 16n thi viéc thu tién
c6 thé kéo dai tuy nhién khong qua hai thang ké tir khi giao hang. Ngoai ra tly vao
nhirng thoa thuan khac khi chao hang véi khach hang thi chinh sach nay lai phu thudc
vao nhirng gi dat dugc gitra hai bén.

Chinh sach giam gia: Viéc giam gia dugc cong ty thuc hién trong nhitng truong
hop sau: nhitng khach hang mua véi sé luong 16n, khach hang tra tién ngay, hodc muc
hang theo khd chuan (mua ca cudén ma khong dugc gia cong cit theo y mudn, khach
hang ty lam). Thong thuong mirc giam gia, chiét khau dao dong tir 0.5% - 3% trén gia
ban (gia c6 VAT). Ngoai ra nhimng truong hop hang béan bi tra lai ma 18i thudc vé cong
ty thi céng ty cling c6 chinh sach giam gia tuy theo mirc d6 thiét hai va kha nang stra
chira gia cong lai.

Cham s6c khach hang: San pham ciia cong ty chu yéu 1a gidy decal day san pham
cong nghiép song gia tri khong cao, sir dung mot 1an va khdng cé bao hanh. Do d6 viéc
cham soc khach hang khdng nang va khong thyc hién mot cach thuong xuyén nhu cac
san pham khach nhu: thiét bi, day chuyén cong nghiép. Phan 16n nhimg viéc chim soc
khach hang duoc thyc hién thong qua nhan vién ban hang nhu: tu van sir dung, cach
tranh tri, giao hang tan noi... Ngoai ra vao nhitng dip 18 16n hay dbi tic khai truong

nhiing co s mai thi cbng ty thuong ting lich nam méi, hoa, bia, nude ngot...

Trén day 1a toan by quy trinh quan tri ban hang tai cong ty TNHH Thuong Mai
M.K. Mét quy trinh quan tri ban hang hiéu qua khong chi 1am t6t mot vai cong doan 12
duoc ma phai thyuc hién tdt tai moi khau va thuc hién mot cach thuong xuyén. Sy thanh
cong trong hoat dong quan tri ban hang s& gop phan quan trong trong viéc hoan thanh
muc tiéu ké hoach cong ty dic biét 12 voi doanh nghiép thuong mai. Ngay nay khoa hoc
vé quan tri ban hang ngay cang phat trién v6i nhiéu phuong thitc mai hon va hiéu qua

hon. Do d6 dé thanh cong trong linh vuc ban hang doi hoi mdi doanh nghiép
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khéng ngimg d6i méi va hoan thién nhitng quy trinh, phuong phép ban hang t6t nhat dbi

v6i khach hang va khac biét so véi d6i thu canh tranh.

2.5. Khao sdt thwc té vé hiéu quad quan tri ban hang
Hiéu qua hoat dong quan tri ban hang khéng chi dugc xem xét thong qua két qua
ban hang ma théng qua nhirng danh gia va nhan xét ctia chinh khach hang va luc luong
ban hang. Cudc khao sat dudi day voi khach hang va luong lugng ban hang trong cong

ty s& cho chung ta thdy rd hon vé hiéu qua hoat dong quan trj ban hang cia cong ty.

2.5.1. Khao sat tir phia khach hang
Hoat dong quan tri ban hang chinh la nhiam dap tng nhu cau va théa mén nhu
cau cta khach hang mot cach t6t nhat qua d6 1am thoa man nhu cau ciia doanh nghiép
d6 1a doanh s6 va lgi nhuan. Cudc khao sat duge thyuc hién v6i 100 khach hang thudng
Xuyén va chiém ty 1¢ doanh thu cao nhat dbi v6i cong ty thong qua bang cau hoi. Sau
day 1a tong hop ¥ kién tir mot s6 cau hoi:

L Vé tiéu chi danh gid lwa chon nha cung cdp

Lwa chon nha cung cap

_ T ¥ 4.84%
tiéu chi khac E—
thuan loi 6.450 ' 12.90%
s . 0
o 9'5} ca - 19.35%
kha nang cm:ng &rng | ‘ | - 27.42%
chét lwong | i I \ \ 20.03%

uy tin %
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0.00% 5.00% 10.00%15.00%20.00%25.00%30.00%

Biéu dd 2.1: Panh gia vé tiéu chi lya chon nha cung cip

Trong hoat dong san xuét kinh doanh viéc dam bao ngudn nguyén liéu 6n dinh,
c6 chét luong dong vai trd quan trong nhim dam bao san xuat on dinh va phat trién bén
virng. Qua biéu dd 2.1 ta thiy ba yéu t6 hang dau khi lya chon nha cung cap do 1a: uy tin
VGi 29,03% doanh nghiép lua chon, chéat lwong 1a 27,42% va kha niang cung tng la
19,35% va mot sé tiéu chi khac ciing duoc danh gia v6i két qua nhu sau: yéu td thuan
loi v6i 12,9%, gia ca 1a 6,45% va cac tiéu chi khac 1a 4.48% trong d6 phan lon khéach
hang danh gia cao vé sy da dang mau ma. Nam bat duoc didu nay doanh nghiép can
phai c6 nhitng chién luge phll hop dic biét 14 trong viéc tao dung uy tin, xay dung

thuong hiéu, nang cao chat luong san pham ciing nhu kha ning cung tng, phat trién

san pham tao su da dang dap ng nhu cau khach hang. Thanh cong trong viéc tao dung
uy tin thuong hiéu va chat luong san pham ciia cong ty sé gop phan quan trong trong
hoat dong ban hang nhu thuan lgi cho viéc tim kiém khach hang, viéc chao hang, ban
hang dic biét 1a viéc tiép can véi nhitng khach hang l6n.
L Ddnh gia vé chit lwong sin pham ciia cong ty
Nhu d4 phan tich & biéu d6 2.1, ta thiy cling véi uy tin thuong hi¢u thi chat
lwong ciing 12 yéu t6 hang dau khi cac cong ty lya chon nha cung cip. Biéu do dudi day

cho ta thay nhimg danh gia caa khach hang vé chit luong san pham cia cong ty:

Chét lwong san pham

6094 % 40%

40%

20%|
O% £ X £

Chat  Khatot Trung Chat

lwong tot binh lwong
kém
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Biéu d6 2.2: Panh gia vé chat luong san pham cia cong ty

Qua biéu d6 trén cho thiy khach hang danh gia kha cao vé chit lugng san pham
codng ty voi 57% khéch hang cho san pham cua cong ty tir khé tét dén tdt trong d6 10%
danh gia t6t va 47% cho 1a khé tét. Biéu ndy 1a mét tin hiéu tich cuc khi san phim cta
cong ty ngay cang dugc khach hang danh gia cao va tin nhiém. Tuy nhién ciing c6 mét
ty 1¢ khach hang khé cao véi 40% chi danh gi4 san phdm cta cong ty & mirc trung binh
va dic biét c6 mot ty 18 nhod 3% cho 1a san pham cta cong ty cé chit luong kém. Do d6
doanh nghiép can khong ngimg nd luc nang cao chit luong san pham, tim hiéu nhimg
nguyén nhan, thiéu sot trong qua trinh san xuat nhim dam bao cac mit hang cua cong ty
khi giao cho khach hang luon dat chit luong va dam bao ring s& khong c¢6 san pham
kém chat luong giao cho khach hang. Bé lam dugc diéu nay cdng ty can thuc hién kiém
tra chit ché va thyc hién dung cac tiéu chuan chét luong dé ra.

L Ddnh gia vé phong cdch bdn hang ciia cong ty

Ngay nay sy canh tranh ngdy cang manh mé& va gay git noi ma rat nhiéu nguoi
ban cuing ban hang cho mot ddi tugng tiéu ding. Do dé dé ban duge hang khong chi duwa
vao yéu t6 chit lugng, thuong hiéu, gia ca ma con dya vao nhiing nd lyc ban hang va

trong nhiéu truong hop thi nhan té quyét dinh téi hanh vi mua hang d6 1a nhimg tac

dong tir chinh ngudi ban hang. Biéu dd sau cho chung ta thdy dugc nhitng danh gia cua

khéch hang vé hoat dong ban hang cua cong ty:

phong cach han hang

AB0/4
mASAY

50%
40%
35%
30%

25% 18%

22%

14%
fi=— ==
5%
0%
Chuyén Kha chuyén Chua Binh thuwong
nghiép nghiép chuyén

nghigp

Biéu d6 2.3: Panh gia vé phong cach ban hang cua cong ty
Biéu d0 trén cho thdy cong ty da xay dung dugc mot phuong thirc ban hang hiéu
qua va dugc khach hang danh gia cao. Trong d6 c6 18% danh gia cua khach hang cho la
phuong thirc ban hang cua cong ty 1a chuyén nghiép va 46% khach hang danh gia la kha
chuyén nghiép. Pay thyuc sy 13 nhitng phan thudng cho nhimng nd luc cua cong ty trong

hoat dong ban hang va 1a dong luc thic day giup cho doanh nghiép ngdy cang hoan
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thién hon trong viéc ban hang. Tuy nhién bén canh nhitng mit da dat dugce van con mot
s6 han ché khi c6 téi 22% ¥ kién cho 1a chua chuyén nghiép va 14% y kién lai cho rang
hoat dong ban hang cua céng ty chi & mirc binh thuong, khong c6 gi dac biét. Do do
cdng ty can hoan thién cac phuong thirc ban hang hién tai va tiép can cac phuong thirc
ban hang mai dem lai hiéu qua. Ngoai ra nhan vién béan hang can nd lyc séng tao trong
viéc thoa man va 1am hai 1ong khach hang trong moi tinh hudng nhat 1a trong khau chao
hang. C6 nhu vdy cong ty méi chiém duogc 10ng tin cua khach hang boi sy chuyén
nghiép va tinh hiéu qua gop phan khong nho 1am ting 10ng tin cia khach hang dic biét
la khau tiép xtic chao hang.

L Danh gia ve gidgi quyéet khiéu nai

Giai quyét khiéu nai

‘ 0,
Khong giai quyét %
Giai quyét khong thda dang 10% 0
Giai quyét cham tré —3 28% 55%
Giai quyét ngay
0.00% 20.00% 40.00% 60.00%

Biéu d6 2.4: Banh gia vé viéc giai quyét kicu nai cla cong ty
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Trong hoat dong san xuit kinh doanh khong thé tranh khoi nhitng thiéu sot dic
biét 14 nhitng khiéu nai va phan nan caa khach hang. Khao sat khach hang vé nhiing
khiéu nai cho thdy phan 16n nhimg khiéu nai cta khach hang dugc cong ty giai quyét
ngay Véi 55% khach hang. Bén canh mot sé khach hang cho biét cong ty thuong giai
quyét cham tré voi 28%, 10% khach hang cho la cong ty giai quyét khong thoa dang va
7% cho la cong ty khong giai quyét. Viéc giai quyét tat ca cac khiéu nai mot cach tét
nhat 13 rat kho. Vi vay trong hoat dong san xuét kinh doanh cong ty can c6 nhitng chinh
sach vé chit luong, gia ca, giao hang ciing nhu théng béo ddy du cho khach hang nham
han ché nhitng khiéu nai khong can thiét. Bén canh d6 cong ty can nd luc giai quyét
ngay c6 thé nhitng khiéu nai hodc théng bao cho khach hang néu can thoi gian giai
quyét va can han ché t6i muc thap nhat viéc giai quyét khong thoa dang hoic khong giai
quyét vi diéu ndy s& 1am giam uy tin cong ty s& 1 co hoi cho cac dbi thu canh tranh. CO
nhu vy coéng ty moi tao duge uy tin va chiém dugc 1ong tin tir khach hang, tao mbi
quan hé 1am an lau dai.

L Dadnh gia ciia Khach hang véi cdc hoat djpng bdan hang cia cong ty

Danh gia vé cac hoat dong ban hang
32 3204
35.00% 32.32%
27 QC0/ 29.75%
30.00% 25.61% Z1.0970
25.00% [ | 19.51% 5
. 0
20.00% |-l:|—n7
|| 19 LR/ |~ A s
15.00% Lz 0070 . Khdng hai long
1o 000 8.86% 9.15%
5.00%
0.000
Chao hangPhan phéi Gia ca Chét lwgng Ch&m séc
khach hang

Biéu d6 2.5: Panh gia chung vé mot s6 hoat dong ban hang cia cong ty

Biéu do trén cho ta thiy muc do hai 1ong va khong hai long cua khach hang vé
mot sb hoat dong ban hang cia cong ty. Qua do ta thay khach hang danh gia cao va hai
long nhat 1a khau phan phéi va giao hang véi 32,32% khéch hang hai long. Biéu nay cho
thiy hoat dong phan phdi ciia cong ty kha hidu qua ma thuc té cho thiy c6 90% khéch
hang duoc hoi thi 90% cho biét cong ty thuong giao hang trude han va ding han trong
d6 giao trude han 1a 10% va dung han 1a 80%. Mot s tiéu chi khac ciing duoc khach

hang danh gia cao nhu chao hang vai hon 25,61% khach hang hai long,
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chat luong 14 13,41%, chat luong 14 19,51% va thip nht 1a chiam s6c khach hang voi
chi hon 9,15% hai long. Pay thyc sy 1a nhiing thong tin quan trong cho cong ty trong
viéc phat huy nhiing thanh tyu dd dat duoc va nhitng nd lyc trong viéc thoa man nhu
cau khach hang. Bén canh nhing hoat dong duoc khach hang danh gia cao va hai 1ong
ta cling can quan tam téi nhitng gi khéch hang khéng hai 1ong trong hoat dong ban hang
Cua cong ty.

Ciing qua biéu dd ta thdy phan 16n khach hang khdng hai 1ong vé hoat dong
cham soc khach hang cia cong ty v6i 29,75% khach hang. Bén canh d6 yéu tb vé gia ca
va chét luong ciing c6 ty 1& kha cao voi ¥ kién 1an luot 12 27,85% va 20,89%. Mac du
hoat dong cham séc khach hang cia cong ty thuong khong nhiéu va quan trong nhu véi
mit hang cao cip song viéc cham soc khach hang khdng chi 1a thuc hién sau khi ban
hang ma c6 thé thuc hién ngay ca trude khi ban hang dic biét 1a trong khau chao hang
thong qua sy hd tro tw vn vé san pham, tao nhiing diéu kién thuan loi nhit dé khéch
hang dat hang va théa man nhu cau ctia khach hang. Bén canh d6 cong ty can nang cao
chat lwong san pham, quan tri chi phi hiéu qua nham xay dung mirc gia canh tranh so

V6i yéu cau thi truong.

2.5.2. Khao sat tir lwc lwong ban hang

Mic dU lyc lwong ban hang trong cong ty khdng nhiéu véi khoang 10 nguoi
nhung lai 14 lyc luong quan trong trong hoat dong quan tri ban hang cua cong ty dong
thoi cling 1a mot trong hai muc tiéu cta hoat dong quan tri ban hang d6 1a muc tiéu con
nguoi. Hiéu qua trong hoat dong quan tri ban hang cia cong ty ciing chinh 1a nhitng
hiéu qua trong hoat dong quan tri con nguoi chinh 1a huc lwgng ban hang trong céng ty.
Cuoc khao sat v6i tat ca nhan vién ban hang ciia cong ty duge mot sé két qua quan trong
nhu sau:

Danh gia vé co cau quadn ly

Co ciu quanly

Khong hiéu qua 0%

30%

Chuwa dat hiéu .

qua cao
Kha higu qua l 50%
20%

Hiéu qua '

0.00% 10.00% 20.00% 30.00% 40.00% 50.00%

Biéu d6 2.6: Panh gia cua nhan vién ban hang vé co cu quan 1y ban hang
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Mot co cau quan 1y hiéu qua sé& 1a tién d& cho viéc thuc hién thanh céng nhiing
muc tiéu, chién luoc quan tri ban hang. Nhan xét danh gia vé co ciu td chirc quan 1y ban
hang trong cong ty ta thiy co6 20% nhan vién cho rang co cau quan 1y ban hang dang
hoat dong hiéu qua, 50% cho rang hoat dong 1a kha hiéu qua. Dya vao nhirng nhan xét
trén ta thdy co ciu quan 1y ban hang trong cong ty dugc td chirc kha tét gop phan quan
trong cho vi¢e trién khai cac ké hoach ban hang. Bén canh d6 ciing c6 30% nhan vién
cho rang co cdu quan 1y trong cong ty 1a chua hiéu qua cao so véi tinh hinh thuc té va
chua dap tng yéu cau quan 1y khi thi truong ngdy cang phat trién. Do d6 dé dap tmg
nhu cau ngdy cang mo rong thi trudng va hudng toi xuat khau cong ty can tiép tuc hoan
thién co ciu quan tri ban hang sao cho phat huy duoc tiém niang va hiéu qua caa t6 chirc
ban hang.

Ddnh gid vé quy mo lwe lwong ban hang

Quy mé lwe lwong ban hang

Chwa dap trng nhu cau Bap l:.‘ 10%

&ng mét phan nhu cau [ ‘ 1/60%
Dap ¢*ng phan I&6n nhu cdu Pap [P 20%
(ng day dd nhu cau L_lJlOo/o

0% 10% 20% 30% 40% 50% 60%

Biéu d6 2.7: Nhan xét cia nhan vién vé quy mo luc luong ban hang

Xét vé& quy mé lyc lugng ban hang trong c¢ong ty thi phan 16n cac danh gia cho
rang luc lugng ban hang trong céng ty con kha it chua dap ung hoic dap tmg khong du
yéu cau khi luong khach hang cong ty dang ting nhanh. Trong d6 c6 t&i 60% nhan vién
cho rang luc lugng hién nay chi dap ing mot phan nhu cau, 20% dép tmg phan 16n nhu
cau dic biét 1a c6 10% cho rang chua dap tmg nhu cau trong khi chi c6 10% 1a cho rang
d4 du yéu cau. Hién nay luong khach hang cua cong ty dang tang nhanh cling véi d6 1a
rat nhidu cdng viéc ma nhan vién ban hang phai thuc hién nhu: chao hang, quan ly dia
ban, lap bao céo, thu ng... dang gay nhiéu kho khin cho nhan vién ban hang. Do do
cong ty can xem xét vé tinh hinh khach hang nhu s luong, muc ting trudng, quy mo
dia ban trong viéc b tri va xac dinh s6 lugng nhan vién mot cach phl hop gop phan
nang cao hi¢u qua kinh doanh va m¢ rong thi truong.

\Vé hoat dong gidm sdt higu qud bdn hang
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Giadm sat ban hang

Chuwa hiéu qua 10%
Hiéu qua trung binh T T P 50%
Kha hiéu qua 3 30%
Hiéu qua ‘ 10% ‘
0% 10% 20% 30% 40% 50%

Biéu db 2.8: Panh gia ciia nhan vién vé hoat dong giam sat ban hang

Viéc giam sat ban hang c6 vai trd quan trong trong viéc danh gia két qua ban
hang va so sanh qué trinh thuc hién voi myc tiéu dé ra. Mot hé thong giam sat va danh
gia hiéu qua s& gilp cho viéc thuc hién ding v6i ké hoach dé ra. Nhan xét vé hoat dong
giam sat cua cong ty chi co 10% nhéan vién danh gia la hiéu qua, 30% cho la kha hi¢u
qua trong khi do co tdi 50% cho la hiéu qua trung binh va 10% cho la chua hiéu qua. Tur
két qua trén cho thiy cong ty hiéu qua cta hoat dong giam sat ban hang cia cong ty
chua cao, chua phat huy vai trd quan trong trong viéc tao ra dong luc thic day nhiing nd
luc ban hang va chiam séc khach hang. Do d6 nha quan tri ¢an nd lyc hoan thién va nang
cao hiéu qua hoat gidm sat ban hang bang cach xdy dung cac bang biéu, bdo céo, &p
dung khoa hoic k¥ thuat dic biét 1a cac phin mém quén 1y ban hang.

L Vé chinh sdch khen thuong

Chinh sach khen thwéng
60%

60.00%

40.00%;

20.00%1

0.00%

R4thai Hailong Tam hai  Khéng
long long hai long

Biéu d6 2.9: Panh gia nhan vién vé chinh sach khen thuong cua cong ty

Khen thuéng 14 mot chinh sach quan trong khdng chi gop phan 1am cho nhan
vién nd luc trong viée ban hang ma con 1a mot ngudn dong vién tinh than. Tuy nhién khi
hoi vé viéc hai 1ong véi viée khen thudng ciia cong ty thi chi c6 40% nhan vién la thay

hai long song c6 téi 60% nhan vién la chua hoan toan hai long va ty 1€ nhan vién
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khong hai 16ng 12 0%. Do d6 trong hoat dong ban hang cong ty can cé nhitng chinh sach
phl hop dic biét 1a viéc dong vién tinh than trong d6 chinh sach khen thudng can phai
thue hién mot cach hiéu qua va cdng bang gép phan ning cao hiéu qua ciing nhu tinh
than 1am viéc cta nhan vién.

T6m lai nhitng két qua thu duoc tir ¥ kién khach hang va tir nhan vién ban hang
s& 1 nhitng ¥ kién danh gia quan trong va thuc té nhat vé hiéu qua quan tri ban hang cia
cdng ty. Qua két qua khao ta thiy bén canh nhitng danh gia tich cuc vé hoat dong ban
hang cua cong ty con c6 nhimg han ché nhét dinh. Piéu ndy s& goép phan quan trong
gilp cdng ty ngay cang hoan thién va nang cao hiéu qua ban hang gép phan 1am thoa

man nhu cau cta ca cong ty va khach hang

2.6. Nhdn xét va danh gia vé hiéu qud qudn tri ban hang tai cong ty

2.6.1.

Qua qua trinh phan tich, tim hiéu quy trinh thyc hién quéan tri ban hang trong
cong ty ciing nhu phan tich ¥ kién danh gia cua khach hang va nhan vién ban hang, sau
day 1a mot sd ¥ kién nhan xét va danh gia vé hiéu qua hoat dong quan tri ban hang tai

cong ty TNHH Thuong Mai M.K

Nhirng thanh twu va két dat dworc
Nhirng thanh tyu va hi¢u qua trong hoat dong quan tri ban hang cia cong ty
TNHH Thuong Mai M.K dugc thé hién qua nhiing diém sau:

Budc dau dd xay dung va van hanh quy trinh quan tri ban hang véi nhitng muc
tiéu, chinh sach ban hang gop phan quan trong gitp cong ty tim kiém va mo rong thi
truong. Py 14 tién dé quan trong cho cong ty tao nén tang cho sy hoan thién va nang
cao hiéu qua ban hang ciing nhu sy mo rong va phat trién thi truong sau nay.

Giir vitng va 6n dinh thi truong dic biét 1 thi truong T.p H6 Chi Minh trudc su
canh tranh tir cac d6i thi. Quan tri ban hang gilp tao lap 10ng tin, duy tri méi quan hé
lau dai véi khach hang cii chiém hon 80% doanh thu ciia cong ty dong thoi khong
ngtng nd lic tim kiém khach hang méi véi muc ting trudng cao.

Thi truong cong ty khong ngirng ma rdng ra cac tinh bén ngoai nhu: Binh Duong,
Ha N¢i, Pa Néang... cling voi d6 1a doanh thu khdng ngumg ting cao dic biét 1a nhitng
nd lyc ban ciia cong ty trong nam 2009 khi ma kinh té trong nuéc va thé giéi dang bi
khung hoang.

Hoat dong quan tri ban hang gop phan quan trong trong Viéc quang ba va phét trién

thuwong hiéu. Thong qua sy ning dong ciia nhan vién ban hang trong viéc tim hiéu nhu
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cau khach hang va chao hang 1am cho thuong hiéu vé san phdm cia cong ty dugc khéch
hang biét dén va thuc té ciing cho thdy phan 16n khach hang biét t¢i cong ty 1a do su
chao hang tir nhan vién ban hang cta cong ty.

Doi ngii nhan vién ban hang cua cong ty rat hidu qué 13 hat nhan trong hoat dong
quan tri ban hang cua cong ty. Nhan vién ban hang cua cong ty rat ning dong khong chi
lam nhiém vu ban hang ma con thuc hién nhiéu chtc ning nhu: quan 1y dja ban, tim
hiéu nhu cdu, chao hang, tu van khach hang. Hoat dong quan trj ban hang dic biét 1a
quan trj nhan vién ban hang da gilp cdng ty c6 thé quan 1y mot lwong khach hang lén

v6i hon 1000 khach hang trong khi nhan vién ban hang chi khoang 10 nhan vién.

Nhitng thanh tyu va két qua dat dugc trong hoat dong quan tri ban hang cua cong

ty d4 va dang gop phan quan trong vao sy thanh céng chung cua doanh nghiép.

2.6.2. Nhirng han ché trong hoat dong quan tri ban hang ctia cong ty

Bén canh nhitng thanh tyu va hiéu qua thi hoat dong quan tri ban hang cua cong
ty con c6 mot sé han ché nhat dinh sau:

Thi nhat: Cong ty d budc dau xay dung va thuc hién quan tri ban hang song chi
la nhitng hoat dong phai thyuc hién va mirc d6 lién két khong cao. Hoat dong quan tri ban
hang cta cong ty coOn han ché va so sai thiéu nhiing cai tién, nhimg dot pha, chua tiép
can v6i nhitng tién bo khoa hoc k¥ thuat va phuong phap quéan tri ban hang hién dai.
Hoat dong du bao ban hang, nghién ctru thi truong, xay dung han ngach, 1ap ngan sach
ban hang cta cong ty khong dugc chu trong tham chi khong dugc thuc hién trong khi do
day 1a nhitng ndi dung quan trong trong quan tri ban hang va gép phan quan trong tao
diéu kién thuén loi khi trién khai cac ké hoach ban hang.

Thir hai: Co cdu quan tri ban hang chua tach khoi co cdu quan tri cong ty khi ma
giam dbc cong ty dong thoi 12 nha quan tri ban hang. Bén canh d6 viéc phan cap trong
phong ban hang theo nguyén tic ngang cip va mdi ngudi quan 1y mot dia ban lam han
ché kha ning phdi hop va trao d6i kinh nghiém ciing nhu hd tro giita cac nhan vién
trong qua trinh ban hang.

Thi ba: hoat dong ban hang chu yéu dua vao nd luc ciia bd phan ban hang trong
viéc tim kiém khach hang va quang ba thuong hiéu chua c6 sy hd tro vai trd cta hoat

dong marketing nhu: quang cao, chiéu thi, khuyén mai. ..
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Thi tu: Uy tin va su phd bién thuong hiéu cta cong ty khong cao khong hd tro
nhiéu cho hoat dong quan tri ban hang dic biét 1a trong viéc tiép xuc khach hang va
chao hang. Piéu ndy lam cho viéc chdo hang cua cong ty rat kho khan khi khach hang
khong biét vé& cong ty, san pham, chat lugng tham chi con khdng quan tam téi don
chao hang va gap mat nhan vién ban hang.

Th nam: Nhan vién ban hang trong cong ty thuc hién quéa nhiéu chirc ning
nhu: tim kiém khach hang, chao hang, quan 1y dia ban, ban hang, nhan don hang thim
chi 1a thu no khach hang. Viéc thuc hién qua nhiéu cong viéc s& han ché thoi gian va
cong suc cua nhan vién danh cho nhiém vu chinh va lam tré ngai trong viéc hoan
thanh chi tiéu ban hang.

Thtr sau: Lyc lugng ban hang cia cong ty trong khi lyc lugng ban hang chi
khoang 10 ngudi véi nhiéu chirc ning va nhiém vy khac nhau hoat dong hiéu qua song
lai dang qua tai va ngay cang thiéu so v&i nhu cau phat trién thi truong. Khach hang
cong ty hién nay hon 1000 khach hang va khong ngiing tang mdt mét s€ gay ra nhiing

kho khan cho nhan vién trong viéc quan Iy va han ché nhitng co hoi mé rong thi truong.

Thir bay: Nhin chung chat lwong san pham cong ty chua cao ciing nhu chua thyc
su tao ra vu thé trong canh tranh va dong lyc lam ting hiéu qua hoat dong ban hang.
Hiéu qua quén tri ban hang khong chi 12 nd luc ciia bo phan ban hang ma con can dén sy
hd trg gian tiép tir cac ngudn lyc trong cong ty nhu: su hop tac cia cac phong ban,
thuong hiéu, chat lwong san pham... Vi vay yéu to chét luong san pham s& gop phan
khong nho trong viéc nang cao hiéu qua quan tri ban hang.

Thi tam: Ngay nay ban hang qua mang va quan tri ban hang bang cac phin mém
chuyén nghiép dang phat trién nhanh. Nhiéu cong ty thanh cong va phat trién thuong
hiéu chinh 1& nho ban hang qua mang. Mac du vay viéc ap dung khoa hoc k¥ thuat trong
quan tri ban hang cua cong ty con han ché nhu: cong ty khdng co trang web chinh thirc
mot cong cu hiru hi¢u khong chi quang ba thuong hi¢u ma con la cach thu hat khach
hang va ban hang. Bén canh d6 phan 16n cac hoat dong béo cdo, giam sat dugc thuc hién
thu cong va may tinh chi dung dé nhap va in tai liéu ma khdng c6 cac phan mém quan tri
ban hang hiéu qua.

TOm lai bén canh nhitng thanh tyu va két qua dat dugc trong quan tri ban hang

Clia cong ty ciing cOn Mot sd han ché nhat dinh. Do d6 dé nang cao hiéu qua quan tri
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ban hang cong ty can khong ngimg nd luc hoan thién quy trinh, nang cao chat luong san
pham, 4p dung nhitng tién bo khoa hoc k¥ thuat, dic biét cong ty can lubn duy tri va

phét trién ngudn nhan lyc dam bao dap tng nhu cau phat trién va mé rong thi trudng.
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CHU'O'NG 3: GIAI PHAP NANG CAO HIEU QUA
HOAT PONG QUAN TRI BAN HANG CHO CONG TY TNHH
THU'ONG MAI M.K TAI TP.HCM

3.1. Hoan thién quy trinh

Hoan thién quy trinh 12 mét trong nhitng yéu t6 quan trong nhat nham xay dung
mot quy trinh quan tri ban hang mot cach day da va hiéu qua nham phdi hop cac hoat
dong trong viéc thoa man nhu cau khach hang va cong ty. Pé hoan thién quy trinh quan
tri ban hang can xay dyng va hoan thién ¢ nhing van dé sau:

Xay dung muc tiéu ban hang bén canh muc tiéu vé doanh sd cong ty can xay
dung cac muyc tiéu khac nhu: muc tiéu vé lgi nhudn, thi phan, murc ting truong. Viéc Xay
dung cac muc tiéu tong hop gitp cong ty c6 thé kiém soat chi phi véi muc tiéu vé loi
nhuan, phdi hop cic ngudn lyc nhim dat mirc ting trudng véi muc tiéu ting trudng.
Cong ty nén xay dung cac muc tiéu cho timg khu vuc dja 1y nham khai thac hiéu qua
tiém nang khach hang. Ngoai ra céng ty can xay dung va dit ra cac muc tiéu dai han
nham dinh hudéng phat trién cho cong ty cling nhu thay dugc quy mé va thanh cong ma
cdng ty muédn dat dugc trong twong lai.

Str dung chién lugc ban hang tu van bén canh chién luge ban hang c& nhan sé
lam tang hi¢u qua ban hang va chiam soéc khach hang ciing nhu 13 thoa méan nhu cau
khéch hang mot cach tbi wu va hai 1ong nhét.

Phdi hop cac chuong trinh marketing nhu: thu thap thong tin thi truong,quang
céo, khuyén mai, tham gia trién 13m hoi tro... cac chuong marketing s& gop phan quan
trong va hd trg rt nhiéu cho hoat dong ban hang.

Quan tri thong tin hiéu qua tao diéu kién thudn lgi cho nhan vién ban hang dé
dang trong viéc tiép can thong tin vé cac chién lugc ban hang ciing nhu nhing chinh
sach méi. Bén canh d6 nha quan tri can tich cuc hd trg nhan vién ban hang hoan thanh
ké hoach chi tiéu ban hang.

T6 chirc cong tic du bao ban hang, nghién ctru thi truong lam can ctr dé xay
dung han ngach ban hang ciing nhu 1ap ngan sach ban hang. Dy bao ban hang gilp nha
quan tri phan phdi cac chi tidu ban hang, phan cong luc lugng ban hang mot cach hiéu
qua hon. Mot s6 phuong phap du bao hiéu qua nhu: du bao binh quan di dong hay du

bao san bang s6 mii cho nhiing két qua du bao kha chinh sac. Bén canh d6
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cong ty can lap ngan sach ban hang nhiam gitp cho cic hoat dong nhu: chao hang,
khuyén mai, ting qua khach hang dwogc thuén loi va nhanh chéng dong thoi ghi nhan
vao chi phi ban hang thay vi chi phi quan ly. Nho d6 cong ty dé dang danh gia hiéu qua
ban hang so v&i chi phi bo ra va kiém soat chi phi mot cach hiéu qua.

T chirc nhitng nhan vién c6 nhiém vu quan 1y va thu hdi cong no. Nhitng nhan
vién thu hdi cong no mot mat s& 1am giam ap luc thu hdi no cho nhan vién ban hang
gilp nhan vién béan hang tap trung vao nhiém vu chinh mot mit ¢ thé quan 1y, tip trung
thu hoi cac khoan ng thay vi mdi nhan vién ban hang thu timg khoan no.

T6 chirc hoat dong kiém tra, giam sat thuong xuyén thdng qua cac cudc hop
(tuan, thang, quy, nim) va theo ddi chit ché qué trinh trién khai ban hang. Bén canh d6
khi két thuc chu ky ban hang nha qua tri can yéu cau nhan vién ndp bao cao vé két qua
dat dugc, tinh hinh khéch hang, nhirng thuan lgi va kho khan cling nhu nhitng thong tin
vé thi truong, ddi thi canh tranh. Nhu vdy nha quan tri khong nhimg theo sat toan bo
qué trinh trién khai ban hang ma con nim duoc nhirng thong tin tir thi truong 1am co s

dua ra nhiing quyét dinh va chinh sach cho timg giai doan trién khai ké hoach ban hang.

Xay dung va hoan thién cac chinh sach ban hang dac biét 1a cac chinh sach nhu:
ban chiu, thoi han thu hdi no, vé viéc giao hang. Viéc xdy dung cac chinh sach gitp
cong ty chu dong trong hoat dong chao hang, giao hang va thu ng, ciing nhu khach hang
biét duoc chinh sach ciia cong ty tao diéu kién thuan loi cho ca hai bén khi thyuc hién
giao dich.

Vé viéc cham soc khach hang cong ty can thuong xuyén goi dién trao d6i véi
khach hang dic biét 1a khach hang 16n nham tao sy lién két, xay dung mdi quan hé 1am
an tot dep tao thuan lgi d& dang giai quyét cac khiéu nai phat sinh dong thoi ngan can

nhitng ddi thii tiép can khach hang cua cong ty.

3.2. Duy tri va phdt trién nguén nhdn lwc
Viéc duy tri va phét trién ngudn nhén lyc c6 vai trd quan trong va then chdt trong
su hoan thanh cac muc tiéu va su phat trén cua doanh nghiép. Hién tai cong ty c6 mot
luc lwong ban hang rat nang dong va hiéu qua song lai dang thiéu so véi sy phat trién
ctia thi trudng. Vi vdy cong ty can chu dong trong viéc duy tri va phat trién ngudn nhan

luc ban hang trong d6 cht trong nhitng viéc sau:
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Duy tri ngudn nhan lyc hién c6 vi ddy 1a luc lugng ban hang nong cbt va hiéu
quéa ctia doanh nghiép. Pam bao ngudn nhan lyc s& giup cong ty ludn duy tri mirc san
xuat va kinh doanh tranh duogc nhimg bién dong do su thiéu hut ngudn nhan lyc. Viéc
duy tri nhan vién ban hang khéng chi 1a ting lvong, thuéng ma 1a xay dung mot bau
khong khi than thién, 1am viéc hing say, luén quan tim doi sdng, dong vién tinh than va
xay dung tinh doan két trong toan cong ty.

Viéc tuyén dung nhan vién ban hang c6 ning luc, trinh d6 pht hop véi yéu cau
cdng viéc giit vai trd quan trong va phai thuc hién mot cach hiéu qua nham tim kiém va
luc chon nhitng nhan vién ban hang bd sung cho luc lwong ban hang hién tai. Do d6 dé
dam bao dugc ngudn nhan luc nha quan tri ban hang can xay dung mot quy trinh tuyén
dung véi ddy da cac tiéu chuan tir khi nhan dang nhu cau, danh gia, tuyén dung, b tri
mot cach hop 1y nham tao ra ngudn nhan luc ¢ chat lwong dam bao yéu cau va hoan
thanh tét nhiém vu dugc giao.

T4 chic cac chuong trinh ddo tao, huyén luyén ky ning va cac phuwong thirc ban
hang hién dai nhat 1a di v6i nhan vién moi, nhirng san phdm méi, hay chién lugc kinh
doanh méi. Do tao nhan vién 1a mot cong viée quan trong. Do d6 cong ty can phai c¢6
ké hoach chi tiét va thuc tidn chuong trinh nham phat huy duoc hiéu qua cta chuong
trinh dao tao.

Ngoai ra cong ty can xdy dung mot chinh sach khen thuéng hop 1y nham phat
huy tinh than 1am viéc cta nhan vién va ciing 13 cach dé ghi nhan nhimg cb ging cua
nhan vién trong viéc ban hang. Theo d6 nhling nhan vién ban hang hoan thanh dung chi
tiéu dé ra s& thuong cin ctr trén luong nhan vién nhu hién nay. Nhitng nhan vién hoan
thanh vuot chi tiéu v&i mot murc nhat dinh thi vira thuong cin ctr theo lwong nhu hién
nay dong thoi thuong theo doanh s6 vuot theo quy dinh. Tuy nhién viée thuong theo
doanh s6 khong duge vurgt qua mirc lwong cin ban clia nhan vién d6 va khéng thap hon
muc thuong theo Iwong. Co6 nhu vay khong nhirng mirc thuéng cho nhan vién khong
quéa cao vdi ty 18 hop Iy ma con khuyén khich nhan vién hoan thanh cac chi tiéu ban

hang ma con nd luc vuot chi tiéu ban hang.

3.3. T6 chirc cor cdu qudn tri bdn hang
Nhu d4 phan tich & phan trudce thi co ciu quan tri ban hang ciia cong ty chua tach
khoi co cdu quan tri chung cua cong ty khi ma giam ddc cong ty chinh 1a nha quan tri

ban hang. Diéu nay s& 1am giam di tinh hiéu qua trong quan tri ban hang vi
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giam ddc phai thuc hién rat nhiéu cong viéc chung cho toan cong ty nén khong thé nim
bat 1 rang va giai quyét ngay nhiing van dé phat sinh trong hoat dong ban hang. Do d6
dé hoat dong quan tri ban hang hiéu qua hon va phu hop véi tinh hinh cdng ty viéc hoan
thién co ciu quan tri 12 rat can thiét. Theo d6 bd phan ban hang nén t6 churc theo co ciu
¢6 to trudng, to phé thay vi t chirc theo timg nhan vé6i chirc vu va nhiém vy nhu nhau.
T trudng, t6 phd van thuc hién nhitng chirc ning nhu mot nhan vién ban hang trude
day nhung lai c¢6 nhiém vy nhu mét trudng phong, phé phong nhu: tién hanh hop phong
dinh ky, giam sat tinh hinh chung cta bo phan, phdi hop hoat dong va ting cuong su hd
trg gilta cac nhan vién, tong hop cac sb lidu vé tinh hinh khéch hang, thi truong, giai

quyét mot sd van dé phat sinh trong qué trinh ban hang va bao céo lai cho giam ddc.

Ngoai ra luong, thuong cho t6 truong, to pho s& nhinh hon so véi cac nhan vién
khac do phai thuc hién nhiéu cong viéc ciing nhu trach nhiém cao trong cong viéc. Hoat
dong cua t6 trudng, t6 pho s& giup ich cho giam dbc rat nhiéu trong viéc quan 1y, giam
sat va diéu hanh va giup cho giam ddc trong viéc xay dung céc chién luge, myc tiéu béan

hang hiéu qua hon.

3.4. Xdy dwng va phdt trién thwong hiéu

Xay dyng va phét trién thuong hiéu d4 tré thanh mot dong luc quan trong nang
cao kha nang canh tranh ctia cac doanh nghiép trong viéc thu hut khach hang ciing nhu
loi thé trong canh tranh. Mét thuong hi€u manh, uy tin va duogc nhiéu nguoi biét dén s&
g6p phan quan trong trong hoat dong ban hang cua cong ty. Do d6 doi hoi cong ty can
¢6 chién luge xay dyng va phat trién thwong hiéu khong chi gop phan nang cao hiéu qua
ban hang ma con tao chd ding ving chic cho doanh nghiép trén thi truong.

Chién lugc xdy dung thuong hiéu phai nam trong mot chién lugc marketing téng
thé, xudt phat tir nghién ctru thi truong k¥ ludng, xac dinh d6i tugng khéach hang 1a muyc
tidu, két hop vai chién luoc phat trién san pham, quang ba, chinh sach gia ca, phan phéi
hop 1y, nhim tao cho doanh nghiép va cac san pham dich vu ctia ho mét hinh anh riéng

trong tdm tri va nhéan thic caa khach hang trong twong quan véi cac dbi thi canh tranh.

Trude tién viéc xay dung thuong hiéu ddi véi cong ty cin chu trong vao cac yéu

t0 sau:
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Céu trac nén moéng thuong hiéu “decal ba ngdi sao”: cdu trac nén mong thuong
hiéu bao gom céac yéu té nhu: cht lugng, logo, biéu twong, hinh anh va tit ca nhiing
lam nén thuong hi€u decal ba ngoi sao.

Dinh vi thuong hiéu: dau s& 1a hinh anh ndi bat nhét cua thuong hiéu decal ba
ngdi sao nham khic hoa va chiém mét vi tri quan trong trong tim tri khach hang. Chang

han khi nhic t6i “decal ba ngdi sao” ngudi ta nghi ngay tdi cong ty M.K va nguoc lai.

Xay dung va gitt gin mbi quan hé mat thiét v6i khach hang, tao su gin bo giira
thuong hiéu va khach hang. Doanh nghiép can phai di vao chiéu su, tao su dic biét so
V6i d6i tha canh tranh. Khong ngimg dau tu vao nghién ciru va phat trién san phdm mai
dap tng nhu cau khach hang.

Khéng ngung quang ba thuong hiéu: viéc xay dung thuong hi¢u phai di doi voi
quang ba thuong hiéu mot s6 cong cu hd trg cho viée quang ba thuong hiéu nhu: quang
c4o, tham gia hoi cho, trién 13m, quang ba thong qua trang web. ..

Xay dung thuong hiéu s& 12 tién dé cho sy phét trién thuong hiéu. Trong chién
luge phat trién thuong hiéu thi cong ty nén phét trién thuong theo chién lugc “ thuong
hiéu theo nhom”. Béi vi cac san pham ciia cong ty ¢ cling thude tinh, chirc ning, chi
khac nhau vé mau ma va quy cach san pham. Do d6 sir dung chién luc thuong hiéu theo
day s& gitp tranh duoc su lodng thong tin bang cach tap trung vao mot tén goi “decal ba
ngbi sa0”. Viéc tao dung va phat trién thwong hiéu luén gin lién v6i cac cam két vé chat
lwong, uy tin, an toan... ma doanh nghiép giri toi khach hang. Viéc thuc hién tot nhiing
cam két ciia minh toi khach hang s& gitp san pham dé dang dugc khach hang dén nhan,
trung thanh véi san pham va gop phan nang cao gia tri thuong hiéu trong tam tri khéch

hang.

3.5. Ndng cao chdt lwong san phdm
Ngay nay chat luong san phdm 14 mét trong nhitng tiéu chi hang dau trong viéc
lya chon san pham ciia khach hang dic biét 1a khach hang cong nghiép. Nhin chung chit
luong san pham cta c6ng ty con nhiéu han ché va khong dugc danh gia cao so véi cac
mit hang ngoai nhap. Do d6 dé giir vimg va phat trién thi truong han ché su canh tranh
tir cac ddi thii cong ty can hoan thién va nang cao chat lwong san pham trong dé cong ty

can cha trong vao mot sé van dé sau:
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Nhiéu khach hang phan nan vé keo dinh cua gidy decal nhu: thiéu keo, keo phu
khong déu, ¢6 hién twong chay keo khi trdi nong hay d6 dinh khong cao. Do d6 trong
qué trinh san xuét can tap trung kiém tra diéu chinh may moc tao su 6n dinh nhiam phan
phdi keo mot cach day du va phan phdi déu khip mit gidy. Bén canh dé trong qué trinh
san xuat cong ty can sir dung cac loai keo c6 chit lugng cao dam bao tiéu chuan trong
qua trinh san xuét.

Cai thién d6 bong cua mit gidy decal, ting kha ning chiu uét ciing nhu giir dugc
d6 bong trong thoi gian dai. Bén canh d6 mot s6 mat hang nhu gidy chiu cam nhiét ciing
can dam bao vé kha ning chiu va hap thu nhiét.

Mot khau quan trong nira 12 phai thuc hién kiém tra chit ché vé chat luong san
pham trudc khi giao cho khach hang. Trong hoat dong san xudt can thuc hién theo
nguyén tic “lam dung ngay tir dau” bat dau tir dam bao khau nguyén lidu cho toi khi
giao hang déu thuc hién mot cach chinh sac nham tao ra nhitng san phém c6 chat luong
t6t nham han ché nhitng khiéu nai tir khach hang va tranh 1ang phi nguén luc.

Bén canh d6 cong ty can khong ngimg hoan thién cac dong san pam cii va phat
trién san pham moi dac biét 1a nhirng san phim ma thi trudng chua dap Gng va dbi thu

chua co.

3.6. 'ng dung khoa hoc ky thudt trong qudn tri bdn bdn hang

Sy phat trién ctia khoa hoc k¥ thuat dic biét 14 may tinh va céng nghé thong tin
d4 tao ra nhiéu phuong thirc quan 1y va ban hang hiéu qua hon. Do d6 dé nang cao hiéu
qua quan tri ban hang va niang luc ban hang thi viéc tiép can khoa hoc k¥ thuat 14 rat can
thiét.

Trudc tién cong ty can xay dung mot trang web chinh thirc nhdm gidi thigu,
quang ba san pham, thwong hiéu cong ty t6i khach hang tiém ning mot cach nhanh
chong va hiéu qua. Bén canh d6 trang web con la noi nhan dat hang va ban hang cho
khach hang ma khong can phai tiép xc truc tiép chao hang. Viéc xay dung trang web
phéi tao dugc an twong, méi la va lam ndi bat thwong hiéu cua cong ty. Ngodi ra trang
web can phai lién tuc cdp nhat va d6i méi noi dung, hinh thire, c¢6 chién lugc quan ly
hiéu qua.

Tiép theo cong ty nén st dung cac phan mém quan tri ban hang chuyén nhiép
nham gitip cho hoat dong giam sat, quan 1y khach hang, doanh thu va cong no dugc dé

dang va chinh xac. Mot s6 phan mém quéan 1y ban hang khé hiéu qua nhu: SMIS (Sale
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Management Support Information System) 1a phan mém hd trg viéc quan 1y cac thong
tin cho c&c doanh nghiép kinh doanh hang hod, dich vu véi cac chltc nang quan trong
nhu: Quan 1y cac thong tin giao dich cua khach hang, théng tin cua khach hang, thong
tin don dit hang, thdng tin sé luong hang hda bén ra, quan 1y doanh thu, quan 1y chi tiét
hang hda va céng no cua khach hang theo céc tiéu thirc quan tri tly chon. Viéc ap dung
khoa hoc k¥ thuat trong quan tri ban hang Ia rat can thiét va gop phan lam ting hiéu qua
quan tri ban hang cua cong ty.

Trén day 1a mot s giai phap nhiam hoan thién va nang cao hiéu qua hoat dong
quan tri ban hang tai cong ty TNHH Thuwong Mai M.K. Theo d6 dé nang cao hiéu qua
quan tri ban hang trong thoi gian t6i cong ty can tiép tuc hoan thién quy trinh quan tri
ban hang dong thoi khong ngimg nang cao chét lugng san pham, xay dung va phat trién
thuong hiéu, tuyén dung va dao tao ngudn nhén luc cling nhu tmg dung nhimng tién bo
khoa hoc k¥ thuat trong quan tri ban hang. Thi truong ludn bién d6i khéng ngimg voi sy
canh tranh manh mé tir cic doanh nghiép va sy thay ddi trong thoi quen tiéu ding cua
khach hang. Su thanh cong va hiéu qua trong quan tri ban hang s& 1a mot nhan t6 quan
trong gitp cong ty khong nhimg hoan thanh nhimg muc tiéu dé ra ma con la mot cach
thirc nang cao kha ning canh tranh va kha ning dép ung nhu cau ludn bién ddi cua

khach hang.
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KET LUAN

Hoat dong quan tri ban hang tai cac doanh nghiép Viét Nam con nhiéu yéu kém
vé trinh d6 va cong nghé chua tao ra dong luc canh tranh hiéu qua va do dé khong thé
canh tranh dugc v6i cac doanh nghiép nude ngodi véi tiém luc tai chinh va cac phuong
thirc ban hang tién tién ca trén quy md qudc té va thi truong trong nude. Trude su canh
tranh manh mé tir cac doanh nghiép nuéc ngoai khi ma nén kinh t& Viét Nam hoi nhap
ngay cang sau vao kinh té thé gisi doi hoi cac doanh nghiép Viét Nam phai déi méi cac
phuong thirc ban hang va hoan thién hoat dong quan tri ban hang.

Qua thoi gian thuc tap tai cong ty TNHH Thuong Mai M.K véi viée tap trung
nghién ciru tim hiéu cong tac quan trji ban hang cua cong ty. Bai luan vin da dat duoc
hai ngi dung quan trong sau:

Tim hiéu va phan tich mét sé ndi dung quan trong trong hoat dong ban hang cua
cong ty lam co s& cho dénh gia va nhan xét vé hiéu qua hoat dong quan tri ban hang tai
cong ty.

Pua ra mot s giai phap nham hoan thién va gop phan nang cao hiéu quéa cong
tac quan tri ban hang trong céng ty.

Véi nhitng gi da dat duoc trong bai luan van ndy mong rang sé dong gop mot
phan nho gitp cong ty hoan thién va nang cao hiéu qua trong quan tri ban hang. Dé dat
duoc thanh cong va phat trién trong twong lai thi cong ty can phai nd luc rat nhiéu dic
biét 1a trong viéc ban hang. V4i nhirng gi da va dang dugc thyc hién trong cong ty s€ la
tién dé dé cong ty tiép tuc hoan thién hoat dong quan tri ban hang.

Pé hoan thién bai luan vin nay em da nhan dugc rat nhidu su gitp d tir thy
huéng dan 14 thay Tran Phi Hoang va cac anh chi trong cong ty TNHH Thuong Mai
M.K. M6t 1an nita em xin giri 101 cam on va loi chic strc khoe t6i thay, cac anh chi trong
cong ty. Mic di da rat nd luc va ¢ ging hoan thién bai luan vian song vi thoi gian, ning
luc ciing nhu 1an dau tiép can tryuc tiép tai cong ty nén bai luan van con rat nhiéu han ché
cling nhu thiéu sot, rat mong nhan duoc ¥ kién dong gop tir quy thay c¢o va cac anh chi
trong cong ty dé bai 1am dugc hoan thién hon.

Xin chan thanh cam on

GVHD: Th.s Tran Phi Hoang 64 SVTH: Nguyén Vii Phuong
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